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INTRODUCTION AND EXECUTIVE SUMMARY



INTRODUCTION

The report, which follows, summarizes the results of five months of data |

collection and analysis of fire service alternatives for the City of Scottsdale, Arizona,

including current services being provided and potential future alternatives. The

project team which conducted this study thoroughly reviewed the services currently

provided by Rural / Metro, and analyzed potential improvements associated with

the current service approaches as well as analyzed the feasibility of the City

creating a municipal department. Since the beginning of the study in August, 2001,

the study team has conducted its evaluation of fire services in Scottsdale using the

following approaches:

Maximizing the input of Rural / Metro staff: During this project, .
members of the study team interviewed all command staff in Rural /
Metro as well as staff with unique responsibilities for program
performance. Moreover, many line staff were interviewed throughout
the process in group station interviews. oo

Developing input and guidance from the City, including
Council members and citizens: The project team met with City
Council members early in the project. The intent of these meetings
was to gain insight into historical and service issues related to City fire
service needs and capabilities. In addition, input was received from
citizens through a survey of about 500 recent recipients of fire service,
The results of this survey are contained in Attachment B, at the
conclusion of this report. The project team also solicited written and e-
mailed input from citizens into the process.

Throughout the project, the study team has met with a City- -
established project steering subcommittee as well as Rural /

Metro management staff to review progress and key issues

which arose during the process: There was an internal group of

City staff who made up the project steering committee. While the

project team met approximately monthly with the committee, the

meetings were interim report-driven so that actual products were

reviewed.

The study team has been heavily involved in detailed data
collection and analysis of workloads and service levels which

characterize gperations and services provided by Rurai/ Metro
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to the City of Scottsdale: The focus of data collection was to

understand fire service workloads and service levels. This data
collection was also a base to aid in the formation of possible
alternatives available to the City. The principal product of the project
team’s data collection, a “profile” of services provided by Rural / Metro
to the City of Scottsdale is contained as Attachment A, at the
conclusion of this report.

The purpose of this study was to evaluate the services currently being

provided by Rural / Metrb to the City, as well as to identify and analyze fire service

alternatives for the future. This study helped to frame these choices through:

Analysis of the use of current resources: A key objective of this
project was to assess the effectiveness of the current contractual
arrangement the City has with the Rural / Metro. This objective was
designed to address the question of whether the current arrangement
provides an appropriate structure on which to base future City fire
services.

Providing the tools to assess current and future needs: The
project team has used a number of methodologies and approaches to

evaluate fire service alternatives. Because the needs of the community
may change in the future, the project team has attempted to show the
methodology needed to recreate this analysis. Part of this evaluation
included the use of a computerized fire station location model which
can continued to be used to evaluate fire service alternatives.

Analysis of the strengths and potential improvements-

associated with each alternative, at different stages of the
process: Because this study focused on a number of fire service

alternatives, it was necessary to illustrate the advantages and
disadvantages of each alternative. These alternatives included
internal changes to the way in which Rural / Metro provides services
as well as the cost effectiveness of creating a municipal department.

This report summarizes the results of these analytical efforts and provides

implementation steps which the City should consider when addressing future fire

service needs.

MAXIMUS
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EXECUTIVE SUMMARY

This report focuses on the current operations of Rural / Metro the contract

provider of fire services in the City of Scottsdale. This report examines several key

issues in the delivery of services, specifically:

Have fire resources been deployed within the City to provide levels of
service that correspond to national standards? How are fire services
comparably deployed in different areas of the City?

If there are issues with the current deployment of fire resources
(stations, units and personnel) what steps need to be taken to address
those issues? |

How will planned future stations impact the delivery of services in the
City of Scottsdale? :

Are training, vehicle maintenance, fire prevention, public education
and other support services provided at a high level as well?

Does Rural / Metro have the management systems in place to oversee
operations? :

 MAXIMUS found that, in general, the City is receiving 2 high level of service

under the contract with Rural / Metro. The paragraphs, that follow, provide a

summary of our key findings:

-The City of Scottsdale and Rural / Metro provide high levels of

service throughout the City. The project team conducted an
extensive analysis of the delivery of services throughout the City. This

analysis has shown that fire services can reach 52% of the entire City
in four minutes or less. This is in keep with the national standard
recently re~stated in NFPA 1710. This standard applies to both the
delivery of fire services as well as the delivery of basic life support
(BLS) emergency medical services (EMS).

Rural / Metro is meeting initial response time requirements for

each area of the City under current conditions. The project team
from MAXIMUS evaluated the ability of the fire service to achieve the

performance standards that are described in the current contract. The
table, that follows, shows that average response times by Rural ./
Metro are within established response time standards (for the first
unit) in all areas of the City:
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Response Time Allowed
Area Time via Contract
Sta. 810 (4 min.) N 2:57 4:00
Sta. 810 (5§ min.) 4:01 5:00
Sta. 811 (4 min.) 3:29 4:00
Sta. 811 (5 min.) 3:30 5:00
Sta. 812 (5 min.) 4:53 5:00
Sta. 812 (7 min.) 5:33 7:00
Sta. 813 3:31 5:00
Sta. 814 2:50 | 5:00
Sta. 815 3:15 7:00
Sta. 816 4:50 7:00
Sta. 818 g:19 7:00 -
Sta. 818 4:15 T7:00
Sta. 820 §:44 ' 7:00
Overall 4:09 N/A

This suggests that the calls for service are within those areas for which
the City and Rural / Metro have developed fire response capability (i.e.,
the response areas are designed to overlap those places where most of
the calls for service occur). :

The extensive distribution of automated fire sprinkier systems

in buildings in the City allows the City to operate with a
12-minute initial full response standard rather than a common
eight (8) minute standard. MAXIMUS believes that the widespread

extent of sprinkler systems throughout the City provides it with
additional time to initiate a full structure fire response. MAXIMUS
defines (in conjunction with NFPA 1710} a full structure response as
one in which 12 people can be on-scene within a specified period of
time. '

A standard of 12 minutes allows Rural / Metro to delivery 12
firefighters on scene almost three quarters of the City. More

than 73% of the City can be reached by 12 firefighters in less than 12
minutes. This additional time is gained through the heavy use of fire
sprinkler systems throughout the City. The project team’s analysis of
the deployment of resources in the City also shows that only 49% of the
City can be reached by 12 firefighters in less than eight minutes (this
is the national standard initial response time).

The addition of the two new stations planned by the City will
have the greatest impact in the immediate response area. The

project team also evaluated the impact of the introduction of two new
fire stations (817 and 827) on the larger system and found that this
would be minimal in the near term. The project team found that either
the territory of these two stations links with existing areas or that the
road network does not yet accommodate the rew station.

MAXIMUS
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The City also benefits from the provision of firefighter trained
emergency medical personnel provided under the separate

EMS contract. The project team was also able to include the
firefighter trained EMS personnel in our response analyses. The City
. of Scottsdale benefits from the inclusion of these personnel - even
though they are not directly paid for under the fire services contract.
In fact, these personnel are compensated under the emergency medical
services contract that the City has with Rural / Metro.

The City of Scottsdale should support a move to set three as
the minimum staffing for all fire apparatus operated by Rural /
Metro. The project team recommends that the City and Rural / Metro
work to eliminate the use of two-person fire companies in the City.
Currently there are four such units in the City (Engine 808, Engine
809, Ladder 811 and Engine 811). The project team recommends a
move to dedicated three~person staffing on all units. This
recommendation could be phased in as part of the budget process. The
total annual cost for making this transition is approximately $500,000.

Current field command approaches, including the incident
command system, appear to be at the national standard. The
project team examined the current policies and procedures relating to
the management and command of the resources in the field. These
comnmand structures are most important when the incident-becomes
large and complex. These systems are designed to maximize the
safety, accountability and management of personnel and resources.

Several significant issues exist with respect to the provision of
training by Rural / Metro. These include the following:

- Training can be enhanced through closer coordination between
the Labor / Management committee and the OSHA coordinator
position. a

- The project team has also recommend increases in the training
staff by a Captain position to coordinate training for on—duty
" gtaff.

- Raural / Metro needs to develop clear goals and objectives for
training and to develop approaches to evaluating the efficacy of
the training.

- Rural / Metro needs to adopt a more structured approach to the
delivery of on—duty training. This should include central
development of training curricula and decentralized provision of
that training. The project team has provided an outline for this
training program — however, adoption of an already developed
local training program (e.g. Phoenix Fire Department or other
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local agency) as long as it follows the basic approach outlined in
this report.

Management of the fire service could be enhanced by the
increased use of data and management systems. The project
team recommends that Rural / Metro take steps to improve the way in
which information, technology and other systems are used to provide
managers (at all levels) with information to enhance their ability to
make decisions and so on.

Rural / Metro has taken a number of steps to ensure that

vehicle maintenance operations result in well maintained

apparatus and low downtime for emergency vehicles. The
project team examined the services of the vehicle maintenance

operations of Rural / Metro. Our evaluation shows a unit which is
focused on providing preventive maintenance using innovative
techniques (mobile units provide maintenance in the field) and to
minimizing the shop time for each emergency unit. This is made all
the more important given the long travel times in the City.

The table, below, provides a summary of the major recommendations in the

report, with recommended timing and the associated cost estimates.

RECOMMENDATION TIMING COST
Make no additional changes to the station network beyond | N/A $0
current plans to add two stations.
Bring all fire apparatus staffing to a minimum of three personnel | Could be $500,000
at all times. This includes the following units: Engine 808, | phased.

Engine 809, Engine 811 and Ladder 811.

Take steps to enhance communication between the City and Rural | Short term. $0
/ Metro.
Enhance the delivery of fire service training. Add an additional | Short term. $0

staff position to coordinate in—station training, develop a formal
training program (for consistent training in all stations), ete.

Increase focus on data as a management tool, Short term. $0
Re—consider the response time standards established for all areas | Short term. $0
of the City. ‘

The report, that follows, provides more detailed information regarding each of

the elements that have been summarized in this section.

MAXIMUS

Page 6




CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

ANALYSIS OF Ct]'RRENT FIRE SERVICES
PROVIDED BY RURAL / METRO

This report provides the project team’s analysis of the current operations of
the Rural / Metro fire services in the City of Scottsdale. This report provides an
analysis of the current unit_aﬁd station deployment network, an analysis of future
stations (including growth assumptions for the City) and an analysis of the current
approach to management and training in the City. The final section of the report
provides recommendations for improvemnents to the current operation that might be
considered for making changes to the contract between the City of Scottsdale and
Rural / Metro for future fire services in the City.

Finally, as an Appendix to this report, the project team has provided our best
practices evaluation of the fire services provided by Rural / Metro. This analysis
provides a comparison of Rural / Metro’s fire services in the City on a wide range of
serﬁces and in every aspect of operations. This analysis was also used by members
of the project team to identify those areaé which required the more extensive
analysis provided in the body of this report. Those areas where the project team
found that Rural / Metro was meeting or exceeding the standards were not followed
up additionally in thig report.

The project teain also developed a descriptive ‘profile’ of fire and emergency
medical services provided by Rural / Metro to the City of Scottsdale. This summary
provides the factual base underlying much of the analysis in this report. Rather
than repeating this information here, we have provided it as an attachment at the

conclusion of this report.

MAXIMUS Page 7
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1. THE CURRENT STATION RESPONSE NETWORK PROVIDES FOR
HIGH SERVICE LEVELS IN flfHE MOST URBANIZED AREAS O

THE CITY.

This section provides a preliminary analysis of the emergency response
network in the City of Scottsdale, as provided by Rural / Metro under their contract
with the City. Specifically, this section evaluates the current locations of fire
stations in the City (as well as the impact of the next two stations scheduled to be
added in the City) from the perspective of Rural / Metro’s ability to provide effective
responses to fire and medical emergencies. This analysis focuses on the ability of

Rural / Metro to accomplish:

. Placement of a first responding unit to fire calls within four (4)
minutes of receipt of the call for service.

. Placement of an initial first attack on-scene at a structure fire within
eight (8) minutes of receipt of the call for service (or in 12-minutes due
to the wide- spread use of sprmklers in all structural types). -

. The ability of Rural / Metro to achieve the response time standards set
forth in the contract between itself and the City of Scottsdale.

The rationale for selecting the first two standards is described in the first
section of this report. The analysis in this report was accomplished using a
computer model called FLAME (‘Fire Station Location And Mapping
Environment”). The model generates maps of the City (and surrounding areas) that
show the results of specific analyses of coverage. The FLAME model utilizes

'U.S.G.S. digital map files to describe the road network in the City (including
descriptions of the type 6f roads, projected speeds, etc.). To model the emergency
fire response network in the City of Scottsdale, MAXIMUS took the following steps:

. Current fire stations are located within the model at their address.

. Apparatus resources available at the stations in terms of engines,
trucks and rescues (ambulances) are programmed into the model.

Page 8



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Staffing on each unit is also programmed into the model. The project
team made the decision to include the Deputy Fire Marshals as
staffing available on the units throughout the day.

Units that are dedicated to specific tasks (airport firefighting) were
placed in the model but were not made available for meeting the
staffing requirements for fires off the airport (i.e., in effect, these staff
do not exist from the model’s perspective).

The model was allowed to make use of any available units to arrive at
the staffing complement required (as described below) including
engines, trucks and rescues.

Other factors such as hesitation at intersections, maximuim travel
speeds by road type, stc. were also programmed into the model before
the model was run,

Certain roads were added to make the model more representative of
the current road network in the City — for example, the project team
added the Pima Freeway and several bridges across the Hayden Canal.
Additionally, the few roads in the McDowell Preserve were removed
from the model to more accurately reflect the nature of Rural / Metro’s
responsibilities to the City of Scottsdale.

Standards for response are also provided to the model. In this
analysis, MAXTMUS used a four (4) minute initial response standard
(with an eight (8) minute maximum response time) and a standard for
an initial response on the scene within either eight (8) or 12-minutes.

The following sub-section describes the response standards used by the

project team and the rationale for using each.

(D

Response Time Standards Are Taken from Industrv Research

and from NFPA 1710.

MAXIMUS has chosen to use two response standards in evaluating the

emergency fire responses network (i.e., station locations) in the City of Scottsdale.

These include the following:

The ability of Rural / Metro to place an initial response on the scene of
a reported structure fire in four (4) minutes or less from the time the
call is dispatched to Rural / Metro (this includes an allowance for a one
(1) minute reaction time by the crew on the engine). There is a
corresponding four (4) minute standard for the initial delivery of basic
life support (BLS) emergency medical response (EMS).

MAXIMUS
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. The ability of Rural f Metro to place an initial first response to a
structure fire in eight (8) minutes or less. This also includes an
allowance of one (1) minute for reaction time by the engine and truck
company crews. The rationale for this standard is based on research
into fire behavior and the impacts of alternative response time
performance:

- At eight minutes, fires typically expand beyond their initial
room and contents of origin. This means that the fire becomes
much more difficult to contain and it becomes more difficult to
contain damage and to protect people in the structure. This is
also referred to as the flashover point in the fire — the point at
which the heat of the fire and the gases begins to burn all

combustible material in the room.

- At eight minutes into a fire it is also increasingly likely that
there will be deaths or major injuries associated with the fire.
This has been demonstrated statistically (both under dedicated
research projects as well as by examining the national fire
incident reporting system or NFIRS data).

- Eight minutes also corresponds te the American Heart
Association’s standard for the delivery of advanced life support
(ALS) or paramedic medical care. Similar to fire behavior, the
survivability for heart attack victims dramatically declines after
they have been down for eight minutes. Other studies (e.g.,
King County, Washingten) have corroborated a standard of eight
minutes for advanced life support and four minutes for basic life
support. :

. MAXIMUS also ran the models for this analysis using a second éet of
standards — the ability to place an “initial structure response” on-scene in 12-
minutes. The project team utilized these standards becausé 8 minutes represents
the pational standard target and 12 minutes represeﬁts an appropriate target for a
City that is so widely éovered by sprinklers in commercial, industrial and
residential structures. |

It should be noted that the initial structure response standard also has an on-
scene staffing level target associated with it. This includes a chief officer (incident
commanderj and 13 additional line personnel, as described, below:

. One (1) incident commander.
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. One (1) firefighter in charge of maintaining the water supply.

. Six (6) firefighters dedicated to handling two attack lines (two per line
plus one in support of each).

. Two (2) firefighters on a ventilation team.

. Two (2) firefighters on a search and rescue team.

. Two (2) firefighters on a rapid intervention team or RIT (i.e., a
firefighter rescue team). These last two positions can perform the
support tasks for the hose lines (since these roles could be halted to
perform a rescue) as long as additional personnel are en route to the
scene of the fire to set up a formal RIT.

The result of this is that a minimum of 12 firefighters and officers are
required on scene to begin attacking the fire effectively within the time standard.
This standard is also widely supported in research on the number of personnel
required at the scene of a structure fire and has been included in the text of NFPA
1710.

 The following sub-section examines the ability of Rural / Metro to meet the 4-

minute standard for placing an initial unit on-scene at a fire or medical emergency.

(2) The Current Response Network Can Deliver an Initial Unit in
Four Minutes or Less to a Majority of the City.

The model was first used to evaluate the ability of Rural / Metro to place an

initial unit on-scene in four minutes or less (though it should be noted that the
contract is more lenient than this in some part of the City). The model was asked to
evaluate whether or not a unit could reach each point in the City (as defined by the
road network) with four minutes or less.

To provide a thorough evaluation of this issues, the project team produced

three analyses:
. A first map showing the entire City of Scottsdale.

MAXIMUS - Page 11
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A second map that shows the City of Scottsdale from Frank Lloyd
Wright Blvd. south.

H

A final map that shows the City of Scottsdale from F. L. Wright Blvd.
north to the City limit.

The maps that show the results of these analyses can be found on the

following pages. The points, that follow, provide a summary of the results of each of

these analyses:

The map of the entire City shows that Rural / Metro can provide fire
services in four minutes or less to 528 of the 1,022 road miles in the
City — this is equivalent to 52% of the entire City. These response
areas are, as would seem intuitive, clustered near each of the current
fire stations. Areas between the stations can be reached in six or eight
minutes. There are no areas in the City that can’t be reached in eight
minutes or less by an initial responding unit.

The second map shows a more detailed view of the area of the City that
is south of F. L. Wright Blvd. This is the most densely populated area
of the City and the area where the highest demand for services from
Rural / Metro originates. This map shows that more almost 450 road
miles of almost 800 road miles depicted south of F. L. Wright can be
reached in four minutes or less from the current stations. This is
equivalent to 56% of this area. In addition, 37% can be reached in four
to six minutes and 7% can be reached in six to eight minutes.

The third map in this analysis shows a more detailed view of the area
of the City that is north of F. L. Wright Blvd. This is an area of the
City that is much less densely populated, contains extensive preserve
areas and (as will be shown later) is unlikely to be developed
significantly due to preservation goals. Rural / Metro can currently
reach 26% of the area shown on this map in four minutes or less.
There are some areas east of Pima Road which cannot be reached in
eight minutes or less as a result of current station deployment.

These analyses have shown that Rural / Metro and the City are providing a

lean level of service — particularly in the north but also in areas in the south end of

the City (for example, between Station 810 and Station 811; or in the area southeast

of Station 812 - this latter gap will be filled by the opening of Station 817 in the

near future).

MAXIMUS

Page 15



,CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

- While MAXIMUS has shown that there may be issues with the ability of

Rural / Metro to place units on scene in four-minutes or less in some parts of the
City, the table, on the following page, shows that the cornpany is meeting the

contractual requirements for initial unit response:

Response Time Allowed
Area Time via Contract
Sta, 810 (4 min.) 2:57 4:00
Sta. 810 (5 min.) 4:01 5:00
Sta. 811 (4 min.) 2:29 4:00 |
Sta. 811 (5 min.) 3:30 5:00
Sta. 812 (6 min.) 4:53 | 5:00
Sta. 812 (7 min.) 5:33 7:00
Sta. 813 3:31 5:00
Sta. 814 . 250 5:00
Sta, 815 3:15 7:00
Sta. 818 4:50 7:00
Sta. 818 6:19 7:00
Sta. 819 4:15 - 7:00
Sta. 820 6:44 7:00
Overall 4:09 N/A

‘This table shows that Rural / Metro is meeting its contractual reQﬁirements
in terms of initial unit response time. In every case, the fire service is being
provided in a time less than that required by the contract (and in fact, the overall
response time for the entire City of 4:08 ié quite good).' This also shows that the
majority of incidents take place in those areas of dense population and development
— those areas where the fire service is best-equipped to respond rapidly from its
current station network. ‘

Comparison.of these two analyses shows the weakness of FLAME as a tool ~
that the software does not take into account the concentration of calls for service
when making its analysis — it simply shows where a unit can get to in a pre-
determined period of time. Review of the table, above, shows that the stations are
generally well located to place a unit on-scene it a timely fashion (compared to the

contract if not to the national standard).
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It should be noted that of the 39 structure fires in fiseal year 2001 that
caused more than $1,000 damage, 16 were put out by the sprinkler system in the
structure. The remaining 23 required intervention by fire personnel. Oniy
half-dozen of these required a second alarm for more units. It should also Be noted
that five of these fire were the result of the “Preserve Arsonist” who was setting
fires in new, unfinished homes (i.e., those whose sprinkler systems had not been

activated). |

(8) The Current Response Network Is Incapable of Providing
Uniform Delivery of 12 Firefighters On-Scene in Eight Minutes

or Less.

The next series of analyses conducted by the project team examined the
ability of the Rural / Metro fire service to place an initial attack (as defined in sub-
section 1 of this section) on-scene in eight minutes or less (for the reasons described
in that same sub-section). As with the prior analyses, the project team has provided
thre‘é separate analyses of these issues, as summarized, below:

. The first analyses shows the City of Scottsdale as a whole. This first
map shows the ability of the Rural / Metro fire service to place 12
firefighters on-scene in eight minutes or less extends to 49% of the City
(all of the areas included in this are south of F. L. Wright Blvd.). The
areas that meet this standard are depicted in green while the areas
that fail to meet this standard are shown in red.

. The second map shows the area of the City that is south of F. L.
Wright Blvd. This is the most densely populated and developed area of
the City. This analysis shows that the Rural / Metro fire service is able
to meet this standard in 61% of the area shown in this map. Again,
the areas in which this standard can be met are depicted in green and
the other areas are shown in red.

. Conversely, in the map that shows the City of Scottsdale from F. L.
Wright Blvd. and north, the fire service cannot meet this standard at
all (given current station and unit deployment).

MAXIMUS Page 17
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

This analysis shows that Rural / Metro cannot meet the standard of placing
12 firefighters on-scene in eight minutes or less. However, the widespread
distributio:n of sprinklers in the City should have an impact on the need to deliver
fire services within that time frame. The sub-section, that follows, provides a
summary of the results of thé project team’s analysis of the fire service’s ability to
place 12 firefighters on-scene in 12 minutes or less.

(4) The Fire Service Can Achieve a 12-Minute Initial Attack in
More Than 73% of the City.

The project team evaluated the ability of the Rural / Metro fire service to
place 12 firefighters on-scene in 12 minutes or less. The project team believes that
this is a more relevant target for the City of Scottsdale due to the nature of the
sprinkler ordinance and the impact that has had on the distribution of sprinklers
throughout the City. These devices will slow the growth and the spread of fire
within a structure, allowing firefighters additional time to reach the scene and to
initiate their attack.

As with the preceding analyses, the project team has provided three maps as
part of this section. The maps show the ability of the Rural / Metro fire service to
place 12 firefighters on-scene in 12 minutes or less. The maps can be found on the
following pages. The paragraphs, which follow, provide a summary of the results of

these analyses:

. The first analysis shows that under the 12-minute standard, the ability
to place an initial attack on-scene has been expanded to 73% of the
City of Scottsdale (up from 49% using the eight minute standard).
This shows includes most of the densely populated and developed areas
south of F. L. Wright Blvd.
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

. The increase is most dramatic when the map showing the area of the
City south of F. L. Wright Blvd. is examined. Rural / Metro can
reached more than 93% of this area in 12-minutes or less with 12
firefighters. This is up from 61% under the 8-minute standard.

. Even the north section shows some improvement, with the areas
around Station 816 receiving coverage from 12 firefighters in 12-
minutes or less (this equates to 7% of the roads in this area).

- Both the City and Rural / Metro have recognized gaps in the current network

and are in the process of adding stations to fill those gaps. The following sub-

section shows the impact of those new stations on the service delivery system.

(5) The Next Two Additional Stations Will Have a Negligible

Impact on the Ability to Deliver a 12 Firefighter Initial Attack
in the City of Scottsdale. '

The final phase in this portion of the analysis was to examine the potential
impact of the next two fire stations that are anticipated to open in the next 18 — 24
months. These include Station 817 and Station 827 (one at 100* / Bell Road east of
Pima and the other on Pima Road at Ranch Road — South of Ashler Hills). The

project team has provided three analyses in this sub-section:

¢ The first examines the impact the new stations will have on the ability
of the fire service to provide 12 firefighters on-scene in 8minutes or
less.

. The second evaluates the impact of the two new stations on the ability

of Rural / Metro to place 12 firefighters on-scene in 12-minutes or less
(the more practical standard for the City of Scottsdale due to the
widespread sprinkler system in place in most structures).

. The final map shows the impact that the two stations will have on the
ability for an emergency unit to reach the scene of an incident in four,

six or eight minutes.
The analyses have been provided on the two following pages. The

paragraphs, that follow, provide a summary of our findings:
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

. Under the 8-minute standard the two additional stations will only
increase the area of the City that meets the standard by 1% (up from
49% to an even 50%). . ‘

. Under the 12-minute standard, the two additional fire sﬁations will
also only increase the area of the City that can be serviced within the
standard by 1% (up from 73% to 74%).

. The final map shows that slightly more significant benefit results from
the improved ability to place a unit on-scene in four minutes or less
throughout the City. This statistic has improved from 52% in four
minutes or less to 54% in four minutes or less as a result of opening
these stations.

While the addition of these two stations will clearly increase the level of
service to those areas immediately around them, there is little impact on the ability
of the fire service to deliver improved fire attack because of these two stations. Itis
important to recognize that both the initial unit on-scene and the initial attack are
important determinates when evaluating a fire service deployment system. In fact,
it should be argued that in the City of Scottsdale, the arrival of the initial unit on-
scene (for both fire and medical reasons) is more important than the arrival of the
initial structure fire response on-scene (due to the sprinklers in the City).

The next section of the report provides an analysis of future planning issues
facing the fire services. This was developed with the assistance of the planning and

growth management staff in the City of Scottsdale.

2. THE CITY OF SCOTTSDALE WILIL, CONTINUE TO EXPERIENCE
GRO IN THE NEXT FEW S.

This section of the report address the likely future growth of the City of
Scottsdale (in terms of magnitude and location). In order to develop this section,
the project team worked with the staff of the City of Scottsdale to obtain planning
information describing growth expeétations by planning zone for the entiré City. A

map depicting those planning zomes can be found on the following page. - The
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

-

paragraphs, that follow, provide a summary of the information as it relates to the

fire service:

-

Zone A is the most mature of the City’s planning zones. This area
includes the traditional downtown and entertainment areas in the
City.

- This area of the City is expected to lose population between 2000
and 2020 (from 98,600 to 95,000) for an aggregate change of -
3.65% over the period.

- Over the same period, the number of housing units is also
expected to decline from 52,350 to 46,300 or a change of ~11.6%
from 2000 to 2020,

- This also changes the number of residents per household
expected in this area from 1.88 per dwelling unit in 2000 to 2.05
per dwelling unit in 2020.

Zone B is another mature planning area in the City of Scottsdale.
This area includes the City's Airpark.

- The population in this area is also expected to decline over the
next 20 years from 11,200 people in 2000 to 10,400 people in
2020. This is a 7.1% decline in population over the period.

- Between 2000 and 2020, the number of dwelling units is also
éxpected to decline in this area from 4,950 to 4,800. This
represents a decline of 3.0% over the 20-year period.

- This represents a decline in per-dwelling unit residency from
2.26 to 2.17 over the planning period as well.

Zone C is going to be one of the fastest growing areas of the City over
the next 20 years and will in fact become the largest population
concentration in the City during this period (overtaking Zone A).

- This area’s population is expected to increase from 66,300 in
2000 to more than 110,200 in the year 2020. This is an increase
of 66.2% over the 20—year pericd.

- At the same time, it is anticipated that the number of dwelling
units will increase in Zone C from 33,600 in the year 2000 to
more than 53,300 in 2020. This represents an increase in the
number of dwelling units of more than 64.6% over the period.

AFAVTALTTR

Page 30



JENNY LYNN
CIRCLE MOUNTAIN
HONDA BOW
ROGKAWAY HILLS
DESERT HILLS
JOY RANCH
STAGECOACH PASS
CAREFAEE HWY.
DOVE VALLEY
LONE MOUNTAIN
DIXILETA
OYNAMITE

JOMAX

HAPPY VALLEY
PINNACLE PEAK
DEER VALLEY
BEARDSLEY

CUTER LOOP

FRANK LLOYD |
WRIGHT BLVD.
GREENWAY

THUNDERBIRD
SWEETWATER
CACTUS
CHOLLA

SHEA
DOUBLETREE RANCH

McCORMICK
INGIAN BEND

MeDONALD

CHAPARRAL
CAMELBACK
INDIAN SCHOOL

THOMAS

MeDQWELL

McKELLIPS

s -
R
1
=)
R N e
: { / . ¢ ~
L N .
! ) l} F -} '\
—p g
AN
I }\—/ Y . i
i I
N S r/ fomn .E.-.—.._........._ .....
{ i !

HAYDEN
PIMA

Gdth
SCOYTSDALE

A\

City of Scottsdale

- Planning Zones



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

- One of the drwmg factors in this growth is the expected increase
in the number of residents per dwelling unit from 1.97 to 2.07
over the 20-year planning period. The primary driving force in
this area, though, will be new development of currently
undeveloped land.

. Zone D will also see some 51gn1ﬁcant growth over the planning peried
(though growth in this Zone is [imited by the inclusion of the McDowell
Mountains Preserve).

- Population will increase in this Zone from approximately 18,000
in the year 2000 to more than 38,300 in the year 2020. Thisisa
growth of more than 113% over the 20~year period (this is the
second fastest rate of growth in any of the planning Zones). )

- The number of dwelling units will similarly increase from 8,300
to more than 15,900. This is an increase of more than 92% over
the 20-year planning period. : '

- The number of residents per dwelling unit is expected to
increase from 2.17 to more than 2.41 over the same planning
period.

. Zone E will experience the fastest rate of growth of apy of the
planning Zones in the Clty of Scottsdale. i

- The population in Zone E is expected to grow from
approximately 20,900 in the year 2000 to approximately 57,500
in the year 2020. This represents growth of more than 175%

over the planning period.
- During the same period, the City expects the number of dwelling
units to increase in this Zone from 9,300 to more than 23,600.

This is an expansion of almost 154% over the 20—year planning
period.

- The residents per dwelling unit is also anticipated to increase
from 2.25 in the year 2000 to an estimated 2.44 in 2020.

This information can be used to anticipate the need for additional services to
be provided by the City (or by its contractors as is currently the case with fire and
EMS services). MAXIMUS has developed the following findings as a result of this

planning information:
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

. There will be no need for additional fire stations or units south
of Frank Tlovd Wright Blvd. and west of Pima Road, except to
“tweak” the existing fire service delivery system. This is the
area The project team’s analysis (prov1ded in the preceding section of
this report) has shown the fire service delivery system south of F. L.
Wright Blvd. to meet (expect for some small gaps) two standards of
service delivery (four minute initial response and 12-minute initial
attack response) appropriate for the City of Scottsdale. The final
section of this report looks at making small modifications to the
existing service delivery system in this area of the City to enhance
service delivery.

. The City and BRural / Metro are taking steps to provide
additional fire service resources as growth occurs in the other
planning areas. The City and Rural / Metro appear to have a

well-reasoned approach to developing new fire service resources in
Planning Zones C — E. Stations 817 and 826 have been located to
begin the process of filling in the physical gaps between existing
resources in these areas of the City. The project team has shown that
the impact of these additions is not significant given current road
network design — however, as more connective roads are added to the
arterial system, these stations appear to be well-placed to service the
growth in these areas.

. The McDowell Mountain Preserve will limit the need for
additional resources in an area approach 30% of the City of
Scottsdale’s land area. This will impact the station location
decisions made in Zones C - E and will create a virtual border for the
City along the edge of the Preserve (where there will be no commercial
development).

The following section prdvides our analysis of current management and
oversight systems in place to manage operations and to guide the relationship

between the City of Scottsdale and Rural/ Metro.

3. ALL FIRE APPARATUS SHOULD BE STAFFED WITH A MINIMUM
OF THREE FIRE FIGHTING PERSONNEL.

The City of Scottsdale, through its contract with Rural / Metro, operates a
number of fire response unité (there are additional medic units in the City which
are not directly part of this contract). Of these units, the majority of engines and
aerial units are staffed with three (and in some cases more when deputy fire

marshals are available in the evenings) personnel. However, there are four units in
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the City which are staffed with two: personnel during the day (one of these goes to
three in the evenings) including the following:

. Engine 808 (at Station 810)

. Engine 809 (at Station 810)

J Engine 811

. Ladder 811

With the exception of Engine 809 (which picks up a deputy fire marshal in
the evenings and late nights) these units all operate with a minimum staffing of two
firefighters (in some c'ases these are officers or paramedics). There is little support
in the fire service nationally for the use of two person engine / aerial companies
except in special circumstances .(e.g., heavy volunteer participation, joint
assignment with a second unit on all calls) for the use of two—person engine or
aerial units.

7- The exhibit, on the following page, summarizes the research on this issue.
The table shows that while larger engine companies can be beneficial in certain
circumstances (dense urban areas) there is no significant benefit to using the larger
companies in areas Which are made up of risks such as those faced by Rural / Metro
in Scottsdale. However, the research does show that a two—person company cannot

effectively perform the required tasks at a fire or rescue scene.
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Issue Research Result

* Number of personnel assigned : | * Extensive research by the

to a unit -- especially for fire Dallas Fire Department has
calls. indicated that the relative
effectiveness of 3, 4 and 5
* As with response time, engine person companies is least
company size is a significant pronounced in the private,
factor in enabling personnel to single-family residence fire
control the spread of a fire. and widens as the size of the

structure involved increases.
*  Much debate in fire

professional circles about * Comparatively, fire

optimum company size -- larger departments serving large, .

units can perform more tasks metropolitan areas staff

at a fire scene and more engine and truck companies

quickly. with 4-6 firefighters or
engineftruck companies

e Actual amount of staff required serving high hazard areas

at specific fires dependent on (e.g., high levels of water flow

size of structure, required, high-rise structures,

combustibility, ete. industrial eccupancies, etc.).

¢ In "ordinary" hazardous areas
{single-family residential,
small commercial, etc.), 3
person engine companies
normally encountered and
viewed to be effective mix of
performance versus costs.

The project team recommends that the City of Scottsdale support the staffing
of all fire units (engine and aerial companies) at a minimum level of three
firefighters (régardless of rank) at all times. The deputy fire marshals should be
viewed as additional staff and should not be counted as part of the minimum
stafﬁng for the unit (until they are 100% dedicated to the unit at night). The table,

on the following page, provides an estimate of the staffing and fiscal impact of

making this transition:
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CITY OF SCOTTSDALE, ARIZONA

Analysis of Fire Services
Factor Impact

Number of Units Running With 2 4.0

Staff Required per shift  * : 4.0

Shift Impact * 2.3

Total Staff Required 9.2

Annual Cost of Staff (Salary / Benefits) $55,000

Total Cost of Positions $506,000

+ Assumes continuation of two platoon system with
85% net availability.

The table, above, shows that the cost to provide for these positions would be
approximately $500,000 annually. The project team recommends that ti‘xe City of
Scottsdale consider phasing these positions in over a period no greater than two
fiscal years. If this approach is taken, one unit at Station 810 and one unit at
Station 811 should be brought up to three—person staffing per year.

4. CURRENT MANAGEMENT SYSTEMS CAN ENHANCE THE
DELIVERY OF SERVICE THROUGH IMPROVED OVERSIGHT,

COMMUNICATION WITH THE CITY AND TRAINING OF RURAL /
METRO SUPPRESSION PERSONNEL. EE

MLV OUL L Ahadp A N s e i

This section of the report provides the results of MAXIMUS's analysis of the
service deliverj and management systems of the Rural / Metro fire service in and
for the City of Scottsdale. This section is focused on evaluating emergency
operations and management systems of Rural / Metro fire service provided by Rural
/ Metro as they relate to the provision of services for the City of Scottsdale. The
following approaches were utilized in conducting this portion of the study:

. The project team interviewed many members of the management team

of Rural / Metro fire services in Scottsdale. This included the Assistant

Chief for Operations, the Fire Marshal, the District Chief for EMS and
Training and multiple Battalion Chiefs.

. The project team attended multiple incidents with various Battalion
Chiefs and visited five fire stations - interviewing some of the crews
on-duty at the time. :

. We reviewed a variety of documents related to the operation of the fire

service provided by Rural / Metro. These included policy manuals,
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Fos

budgets and monthly activity reports, training records, inspection
reports and station logs.

. We conduc_ted an exhaustive study of dispatch statistics and run
reports which serve as the basis of our evaluation of the operational
aspects of the fire service. :

. The project team undertook site visits to other cities and areas
surrounding the City of Scottsdale to gain an understanding of the
unique geographic demands of the City.

This section provides the summary results of each of the steps undertaken in

this study.

(1) Strengths and Improvement Opportunities in the Operations
and Management of the Fire Service Provided by Rural / Metro
Serving the City of Scottsdale.

This sub-section is intended to provide the project team’s finding and
conclusions reached in this study of the Fire and EMS services provided to the City
of Scottédale. This serves as an introduction to the discussion of where operational
effectiveness, incident command and management systems should be considered
strehgths; where there are issues associated with current practices; and potential

alternative solutions and approaches to the issues.

(1.1) The City of Scottsdale’s Fire Defense and EMS Systems Have
Many Impressive and Positive Features. :

The project team’s review of the fire service provided by Rural / Metro in the
City of Scottsdale has revealed many features and aspects of the fire service, its

systems and structures, which are highly effective and unique. These attributes

include the following:

. The fire service provides coverage of a wide geographic area with a
very efficient staffing pattern.

. The fire service provides the City with higher staffing levels than may
otherwise be available by the provision of firefighter staffed
Rescue/Ambulances that are not directly subsidized through the City

contract.
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J The City’s aggressive sprinkler ordinance provides a substantial
mitigation to the threat of large-scale fires and life hazard. This
reduction in community Yisk provides the potential for reduced
investment in equipment and staffing not available to other, similar
cities.

. High degree of flexibility in response patterns within the City, based
upon hazard type and risk assessment.

. Specialized and Technical Services are provided and resources for
these type of services (Technical Rescue, Hazardous Materials, etec.) are
made available. ,

. The City is able to avail itself of Rural / Metro’s regional fire service
delivery network that provides a certain degree of regional economies
of scale in infrastructure development and command staffing.

. The fire service provided by Rural / Metro utilizes an innovative
staffing solution to increase productivity by having "Deputy Fire
‘Marshals" work 8 hours of a 24-hour shift doing inspections and fire
prevention activities then returning to the station for staffing level
enhancement during after-hour times. These personnel also respond
to major calls for service when they are on-duty and conducting
inspections to augment response staffing. g

. The fire service provided by Rural / Metro utilizes the Incident
Command System that has been adopted regionally by the Regional
Operations Consistency Committee (R.0.C.C.) of the Fire Chief’s
Association. In several incidents observed, it appeared as though -
Tncident Command procedures were initiated in an appropriate and
timely fashion. |

The presence and implementation of an Incident Command System is

universally recognized as an essential component of a safe fire-ground operating
system. It is important that this element of operations be considered in any review
of a fire service organization. The ICS System employed in the Rural / Metro fire
service is the system that has been adopted on a regional basis. This provides for
consistency of operations acfoss organizational lines. The program is well defined
within the Standard Operating Guidelines (SOG's) of the fire service. A review of
that document reveals that it is consistent with the requirements of NFPA 1500 and

incident command systems identified throughout the United States.
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As with any system, it's true value can only be determined through its
implementation. Based upon the pfoject team’s review of several incident sites and
the analysis of radio traffic from multiplza calls, it ai)pears as though the system has
been implemented to a high degree and is consistently applied throughout the
organization. A secondary review was undertaken to analyze the ability of the
system to deliver sufficient staffing to actually accomplish the objectives of an
Incident Command System (ICS) implementation in the preceding section of this

report.

While current staffing levels and community objectives are below the
standards identified through industry research (and more recently through NFPA
1710), they are consistent with staffing levels found in many urban / suburban
protection areas — particularly in areas with the degree of sprinkler utilization as
seen in Scottsdale. Given the training of the Rural / Metro officer corps in the
implemeﬁtation of the ICS, it appears likely that.there is sufficient staff to
implement a very basic system given the nature of hazard most likely to be found
within the Scottsdale area (which is minimal given the wide-spread use of

sprinklers in all classes of structure in the City).

The project team also found that it appears as though the expectations of
performance of fire suppression and EMS personnel relative to "ancillafy" station
activities and necessary support services / systems exceeds that found in many fire
departments around the nation. However, the lack of a consistent reporting system
makes it difficult to fully evaluate how much of this “ancillary” yet productive

activity is actually taking place.
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(1.2) Training Could Be Enhanced by Greater Coordination and

Enhanced Evaluation of Effectiveness.

The project team identified severdl instances where the lack of a centralized

coordination role negatively impacted the operation of the fire service provided by

Rural / Metro. The training function is essentially divided into three aspects:

Mandatog:ﬁ training which is primarily related to OSHA, but also
includes training required by certification requirements.

On-going operational training which is the traditional function of
the training division within the fire service provided by Rural / Metro.

Specialized training is coordinated through the specialized teams
themselves (i.e., HazMat, Technical Rescue, etc.).

The implementation of the Labor/Management committee on Firefighter

Training and Development has had a major impact on the tasking of the training

division. The challenges and opportunities posed by this mechanism are addressed

in the following sub-section of this report.

(1.3) Several Issues Impact the Delivery of Services and the

Oversight of Operations Within the Fire Service Provided to
the City of Scottsdale.

The project team has identified several issues for further study in this report,

these include:

Members of the Rural / Metro team, including the command group, are
unable to identify or articulate the presence of a formal, organization-
wide planning process. The primary factors that drive the
management of the fire service appear to be the contract for services
with the City of Scottsdale and the internal budgeting process of Rural
/ Metro itself. Challenges related to this issue include data collection,
management control and information systems, and the technological
infrastructure available to support both present and potential
management systems.

There are issues with the internal reporting, management and
oversight systems used by Rural / Metro in Scottsdale.

An examination of the current reporting structure between the City of
Qeottsdale and Rural / Metro reveals some duplication and lack of

MAXIMUS
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clarity in reporting relationships. This causes concern and frustration
among both City staff and Rural / Metro.

» The current mechanism for scheduling employees is handled by a
distinct division within the fire service. The current processes for
scheduling have been in effect for quite some time during which the
degree of specialization, size of the organization, and work rules have
changed significantly.

The following sub-section provides the project team’s analysis of these issues.

(2) Analysis of Current Management Systems Shows That There -

Are Several Improvement Opportunities Which Could Be
Achieved. ' .

This sub-section of the report is intended to provide City of Scottsdale with a
summary analysis of the issues described in the previous sub-section. Each issue
will be discussed and analyzed in terms of its impact on current operations and any
potential improvements in efficiency or effectiveness that might result from making
changes to the current approach. Finally, recommendations are made including

implementation alternatives.

(2.1) Scheduling and Implementation of Training Should Be
Coordinated More Effectively.

The training efforts of the fire service can be divided into two distinct
categories. The first cateéory can be identified as "Mandated Training" (i.e.
training required by standard or mandate such as those required by OSHA). The
second category can be categorized as operational training (i.e. training conducted
to enhance operational effectiveness and efficiency).

The Mandated Training is now coordinated through a single position that .
was appointed subsequent fo an investigation and resulting negative findings by
the Arizona Department of Occupational Safety and Health (OSHA). Many of the
deficiencies for which the fire service provided by Rural / Metro was cited were W'ithl

respect to record keeping related to training and diagnostic screening for
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communicable diseases. As a result, an OSHA Coordinator position has been
established and now tracks mandatory training delivery within the fire service.
This level of control provides a high degree of assurance that these training
experiences will be delivered.

A secondary issue within the category of "Mandatoi'y Training" is thé record
keeping associated with technical training such as confined space rescue and
hazardous materials. - These types of technical training, with which are
accompanying mandated training requirements, have those training efforts
managed and tracked by the supervisors of the respective teams. There. does not |
appear to be a centralized collection point for the records associated with minimum
training requirements for these functions.

Operational Training is controlled by four primary mechanisms and

elements:

. Daily Training is the responsibility of the company Captain and is
usually associated with didactic review of materials. Additionally,
Battalion Chiefs conduct daily manipulative drills with various crews.
This accornplishes both skills maintenance and the attaining of "multi-
company" drill requirements. All parties acknowledged that this
practice is minimally practiced during the summer months because of
the heat associated with the Scottsdale area. However, all parties
universally recognized that these types of drills do occur frequently
during other times of the year.

. Weekly Training is regional in nature. The Technijcal Rescue Teams
and the Hazardous Materials Response Team attend regional training
efforts one day every week. f

J Monthly Training is associated with Specialty Teams and Paramedic
Continuing Education. Specialty Teams provide {raining a minimum
of two times per month. The local hospitals provide a minimum of two-
hour continuing education sessions as required for paramedic re-
certification. The Scottsdale ALS system requires a minimum of 24
hours of continuing education per year for each paramedic desiring re-
certification. :
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. Quarterly Training js determined through the Labor/Management
Committee and deals primarily with specialized topics of relevance to
the organization. These training events, once designed, are
implemented in such a way as the same training event is offered two
times per week for the entire three-month period. This was
established in order to assure that all personnel, regardless of
vacations, sick leave or shift trades would be exposed to this training.
Despite the high degree of redundancy, however, the penstration of
this training is still limited within the organization. The primary
factors limiting this exposure appears to be the unwillingness of some
Captains fo rotate personnel among the Rescue and the Engine
apparatus, the lack of a broadband educational channel, and
(paradoxically) the massive redundancy of the training itself.

The next sub-section examines the management and oversight of the training

function in Rural / Metro in Scottsdale.

(2.2) Management of the Training Function Has Been Handed to a
Management / Labor Committee for Qversight.

The primary planning mechanism for the training function has been
contractually obligated to a Management / Labor Committee through the existing
labqr contract. This committee is contractually comprised of four 'members of
maﬁagement and four members from labor. However, in interviews, management
members on the committee felt that labor had approximately seven members on the
committee. The manner of implementation of this committee has resulted in most,
if not all, of the cdmmi’ctee’s work requiring approval' of the Executive Labor /
Management Committee of the fire service.

While most participants believe that the current training environment is an
improvement over past systems, there are still issues of qualitative evaluation,
actual implementation of ideas that are genérated, and a lack of a firm

understanding of mission and/or goals. -

. Qualitative evaluation of training. The primary evaluation of

training efforts is based upon the number of training hours attributed
to personnel. This requirement is clearly driven by the contract for
services between the City of Scottsdale and Rural/Metro Corporation.
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There are limited irnidependent mechanisms for evaluating the
comprehension or retention of material or the performance level of
companies. Rural / Metro management stated a belief that training
performance was reflected in, and controlled through, the performance
appraisal process of all personnel throughout the organization.
However, interviews with Battalion Chief's and Captains revealed that
this emphasis of the qualitative aspect of training was not clear to
them in the discussion of their performance reviews.

Implementation of ideas through the commiitee process.
Universally, participants in the training committee process stated a

belief that the training process was improving and had improved over
the past 12 months. There is, however, stated confusion about the
exact charge of the committee, its authority, and feporting
responsibilities. While required as part of the contract, there is limited
accountability built into the system. What results is a process whereby
contentious issues are forwarded up the organization to an executive
level Management/Labor comimittee, which then resolves the issues of
contention. In some cases, the actual implementation plan is not
clearly defined with a commensurate lack of specific accountability.
This results in a perception throughout the organization that the
process has stalled or is not working well.

Ideas that are accepted are forwarded to the Battalion and/or District
Chief that sits on the committee for implementation. Lacking specific
guidance as to the organizational priority of these recommendations,
they are managed on a basis that is dependent upon the priorities of
the individual Chief officer.

There does not appear to be a feedback mechanism in place for the
review of the decisions and plans of the Management / Labor fraining
committee. As it is structured now, such a feedback loop would be
problematic as there is no over-riding policy as to the mission,
responsibilities and / or decision-making mechanisms of this
committee. Also absent is an element of central accountability. There
are many specialized operations within the fire service that include
ALS services, hazardous materials, technical rescue, Nuclear,
Biological and Chemical (NBC) programs. There is no central
repository of information on these various training needs /
opportunities.

Definition of mission, goals and practices. The contractual
charge (in part) of the "Firefighter Training and Development

Committee" is as follows:

“Scope: All hiring practices, testing procedures and recruitment
strategies; identify training issues, needs and enhancements;
define rules for engagement; develop and maintain S.0.Gs;.
define training requirements; and Q.A. for EMS documentation.”
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While this section identifies the "scope" of the committee, it does not
clearly set out a mission or values to guide the committee in its actions.
This results in an inability fo prioritize and/or focus the group's efforts.
A universal comment with respect to the committee framework noted
that much of its effort was spent reacting to the specific issues that lay
on individual, personal agendas of certain committee members. While
this is obviously a worthwhile component of the committee process, in
the absence of a shared understanding of the committees purpose,
goals and focus, it leads to fragmented decision-making and
contributes to a certain lack of efficiency. :

Development, either through Executive Labor/Management Committee
or other appropriate mechanism, clear and concise purpose, decision
making processes, and priorities for each sub-committee. -

Once adopted by the appropriate body, committee actions should have
clear accountability assigned to them with an evaluation or feedback
mechanism in place to measure their effectiveness.

Implementation of video training to a greater degree than is currently
found within the fire service. Ultimately, the fire service should aim to
work with the City cable franchisee or satellite provider for a dedicated
"I-Channel” (Broadband, 2-Way interactive "Instructional Channel")
for in-station delivery and evaluation of training.

. These changeé will enhance the delivery of training within Rural / Metro’s

fire service operations in Scottsdale.

(2.3) Sharing Training Staff Does Not Offer Significant Benefits to

Either the City or Rural / Metro.

While the City and Rural / Metro already share a training facility, the project

team also evaluated the potential benefits from sharing staff at that facility. It has

been suggested that such an approach could result in savings as personnel are

shared. The project team examined this issues and has identified the following

results:

Personnel who are assigned to a joint center for the sole purpose of
administering the center, providing scheduling and other similar
functions can be shared between various public safety services with
some savings realized.
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. Training staff generally are not a resource which can be easily shared
between services. The training requirements for these services are
such that the expertise required of the staff who provide training
generally does not lend itself to application with the other services.
For example, use of force training would have as little benefit to the
fire service as hose line skills would to the law enforcement personnel
in the City.

. In many instances, trainers are drawn directly from the line personnel
in the various services. This will continue to be true for some time (on
the very largest departments can afford to operate with only dedicated
training personnel).

. Sharing of staff between the public and private sectors would also be a
difficult challenge to overcome. KEven if these personnel were the
employees of one or the other, there would remain the need to account
for their time to ensure that their costs were allocated correctly. This
would introduce another cost into this approach.

The project team does not recommend that the City extend the concept of the
joint training facility to the level of joint training staff at this time. The City will
not reap the same benefits from sharing staff that they have reaped from

maximizing the use of & significant capital investment.

(2.4) The Overall Effectiveness of the Fire Service Could Be
Enhanced Improving Management Approaches and Systems.

Members of the fire service, including the leadership team are unable to

identify or articulate the presence of a formal, organization-wide planning process.
The primary factors that drive the management of the fire service appear to be the

contract for services with the City of Scottsdale and the internal budgeting process

of Rural / Metro itself.

. Data Collection: There is substantial data collected with respect to
the organization’s performance against a variety of parameters. This
data comes primarily from the Fire Prevention Division. Comparative
statistics of cost, fire loss and several other valuable performance
measures are produced. From interviews with management staff,
however, it appears that these data are used primarily for external
education and marketing purposes. There does not appear to be a
conclusive planning and evaluation process within the fire service
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wherein performance goals are identified and organizational activities
managed to accomplish those identified performance levels.

Battalion Chiefs and Mid-Level Management: As with any
contemporary organization, a critical element of organizational

effectiveness is found at the mid-management level. In the case of the
Rural/Metro fire service provided by Rural / Metro, this is the
Battalion Chief level. From an operational perspective, the fire service
provided by Rural / Metro maintains 4 shift-based Battalion Chiefs.
Each shift is comprised of 2 Battalions, geographically defined
approximately by the bisecting of the City into northern and southern
areas. Each battalion has a Battalion Chief assigned to it on each
shift. The primary challenges related to day-to-day supervision are
summarized below: : -

- The large geographic area covered. Especially in
Battalion 2 (or the northern area of the City). The
extremely large north-south distance of the City makes day-to-
day communication as well as effective emergency scene
supervision very difficult - especially in the stations that lie in
the northern part of the City of Scottsdale. Given the
requirements for the Battalion Chiefs to attend meetings and
provide administrative support around the central
administrative facility, combined with the organization's
reliance on face-to-face communication, the degree of
supervision, feedback and communication provided to some of
the outlying stations is minimal.

Additionally, the extremely long response times for the
Battalion Chiefs from the center city area to the far northern
areas of the City results in Battalion Chief's not responding to
some calls which, in other areas of the city, necessitates the
presence of a Chief officer.

- The absence of a well defined, organization-wide
planning and objective setting process. The organization
does not possess a clear and well defined process for identifying,
communicating and evaluating the goals, objectives and
resultant expected tasks of the individuals within the
organization. :

A common theme among members of the organization was a
stated frustration of an organizational norm of "crisis
management" and focus on day-to-day tasking.

The Fire Prevention Division was unique in holding annual
planning sessions. These sessions provide an opportunity for
involvement of staff in the planning process, a reporting of prior.
years performance, and two-way communication of issues,

" MAXIMUS

Page 47



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

challenges and -opportunities. There does not appear to be a
similar mechanism within the operation division.

The reporting system from the "Station Level" to the "Battalion
Chief" level varies among shifts. Many of the reports reviewed
by the project team reveal a lack of uniformity and an
inconsistency of emphasis. Other than the performance
standards identified in the service contract between the City and
Rural/Metro, there are no divisional or organization wide goals
or objectives identified. '

The transition to a Management/Labor commiittee
process without the attendant change in organizational
systems and structures. The organization has implemented a
series of Management/Labor committees that are mandated
through the collective bargaining agreement with the
firefighter's labor group. It is apparent that the organization has
not altered it's systems and structures to reflect the new lines of
authority or responsibility.

This has resulted in a high degree of frustration, confusion and
resignation among the Battalion Chiefs. Power relationships
have been dramatically changed, but no clear explanation of the
organization's expectations as to the impact of these changes on
the role of the Battalion Chief's has occurred. There is a high
degree of uncertainty demonstrated among all the Battalion
Chiefs as to their role and appropriate use of power within the
framework of the Management/Labor committees. The high
organizational focus on the formation and operation of these
committees has left a high degree of confusion, both among the
Battalion Chiefs and their subordinates as the exercise of power
and discretion. As a result the degree of control (both through
evaluation and direct discipline) varies widely from shift-to-shift
and even station-to-station within the same shift.

The fragmentation of the organization's employee
performance evaluation system. There are multiple
functions within the fire service that were identified as having
their ultimate control point in the employee performance
reporting system.

Notwithstanding how it may be designed, the practical reality of
the current system does not provide for an integrated review of
performance throughout all levels of the organization. For
example, the Battalion Chiefs evaluate the performance of the
Captains under their supervision. However, the "checkbox"
format and limited scope of the evaluation provides for limited
ability to review performance of lower level subordinates or the
performance of the station or company "team" 8s a whole.
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Management S_ystern:s: The following processes were identified by
fire service provided by Rural / Metro staff as the management tools

that were utilized in the monitoring of performance, evaluation and
feedback:

- Response Time and Exemption Report data

- Informal Feedback from "Field Personnel”

- Chief and Support Staff Meeting (2 per month)
- Labor/Management Committees

The data set and process for developing and harvesting data related to
response time compliance and exemption reporting is well established
and serves the needs of the fire service and the City alike. Beyond
response time compliance, there does not appear to be an on-going and
integrated Management Information System that allows for the
development of data to measure other aspects of organizational
performance. As mentioned in the previous section, the absence of a
well-articulated and widely understood sense of organizational goals
and purposes make the measurement of system performance outside of
response times most difficult.

All management employees interviewed indicated that their primary
mechanism of management communication and control was "face to
face" communication. While this is an ideal circumstance, the current

~ geographical and organizational realities in the City of Scottsdale limit

the effectiveness of "face-to-face" communications from an
organizational perspective. As the fire service and the City grow
larger, the need for an integrated management system will become
geometrically greater.

Technological Infrastructure Currently many of the stations within
the Scottsdale fire defense system are operating their data systems
through the internet utilizing dial-up, 56K Modems. The large data
packages attendant in the reporting system, slow the system to the
point where it becomes difficult for the remote user to enter the
required data. In some cases, this may be contributing to missing or
incomplete data in the existing data universe. This issue combined
with the lack of video training capability, highlights the need for
investment in broadband, interactive data channels.

The project team offers the following recommendations for improving these

systems and approaches:
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The fire service provided by Rural / Metro should develop and
implement a strategic and tactical planning process at some pre-
determined time interval (ik. annual or 2-year Plan).

The fire service provided by Rural / Metro should develop a
Management Information System that provides data to measure
organizational performance against specific goals of performance
identified in the planning process in Recormmendation 1 above. Such
measures of organizational performance should include all aspects of
organizational tasking beyond response time measurement and
exemption reporting. :

The fire service provided by Rural / Metro should provide management
and supervisory training for personnel prior to their appointment in
management or supervisory positions.

The fire service provided by Rural / Metro, in conjunction with the City
of Scottsdale and other relevant parties, should consider the
implementation of a broadband communication infrastructure.

Rural / Metro should review and modify their current employee performance

system and integrate it in conjunction with the achievement of objectives

throughout all levels of the organization. e

Y

(2.5) The Current Relationship and Accountability Structure

Between the City of Scottsdale and Rural / Metro Could Be
Clarified and Streamlined.

An examination of the current reporting structure between the City of

Scottsdale and Rural / Metro reveals some duplication and lack of clarity in

reporting relationships. Some features of these situation can be summarized below:

The Fire Chief of Rural / Metro (representing fire and emergency
medical service delivery systems) and an Assistant City Manager
(representing contract oversight for fire and emergency service
delivery systems) both sit on the Leadership Committee of the City.

The Fire Chief (i.e., from Rural / Metro) also reports to the Emergency
Services Director relating to operational issues.

The Emergency Services Director — who has direct responsibility for
contract compliance and operational liaison — has a dual reporting
relationship to the Police Chief / Director of Public Safely and an

* Assistant City Manager while having the Fire Chief operationally

reporting to him. ~ -
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The increased emphasis on Emergency Managemeﬁt and Disaster
Preparedness in the wake of the recent terrorist activities requires an examination
of the tasking and priorities of the Emergency Management Division. Contract
administration and development may be more appropriately handled from within
the City Manager’s Office allowing the Emergency Management Division to focus on
core, public safety issues within their purview.

The reporting relationships for contract administration and performance
should be clarified. The best option would provide for direct contract and
compliance administration by a contract administrator / project manager within the
City Manager’s Office. This would alleviate the dual reporting relationships while
preserving the law enforcement and fire / EMS presence on the Citywide
Leadership Committee. It would have the additional benefit of providing
professional contract and business administration w1th direct reporting to an
appfopriate level of responsibility.

(2.6) The Process of Scheduling Shift Coverage Has Significant

Limitations Caused by Such Factors as Specialized
Assignments, Lack of Clear Guidelines and a Certain

"Informality."

As in many fire service organizations, the practices involved in scheduling
staff to fill allocated positions has a dramatic impact on both organizational
effectiveness and employee morale. The current mechanism for scheduling
employees is handled by a distinct division within the fire service. The Scheduling
Division is staffed with two, full time, positions. This current processes for
scheduling have been in effect for quite some time during which the degree of

specialization, size of the organization, and work rules have changed significantly.
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There is a lack of claritfr among the Battalion Chiefs as to their
responsibilities and the schedule of the "schedulers" — which is importaﬁt as the
Battalion_Chief becomes the de facto schedule manager in the absence of both
members of the scheduling division. During the project team’s interviews, it
became apparent that this lack of clarity often results in Battalion Chief's having to
"crises manage" staffing issues. This results in a disregard of overtime assignment

protocols as the emergency nature of the staffing situation appears to over:ride such

issues. ‘

Issues such as certification to drive Truck Companies, pfaramedic'
certifications, Technicai Rescue certifications and HazMat certifications all impact
the decision making as the filling vacant slots. Given only two shifts to fill from, the
limitations of some of these specialized slots can be challenging.

These specific challenges, among others, have reportedly result;ed in an
increasing utilization of "mandatory hold-over” or "mandatory overtime"."m This is
exercised whenever the fire service is unable to acquire the necessary people to
provide constant level staffing on the apparatus within the system. While it is
uncommon for fire departmeﬁts of this size to have a separate scheduling unit, the
project team believes that it is necessary given the complexity of the current
situation (made more complex by the use of the “Kelly squad” used to cover Kelly
days for Rural / Metro line staff throughout this area of the County).

5. W

MAINTENANCE APPEARS TO BE _PROVIDED AT A HIGH
STANDARD OF SERVICE.

This section provides a summary of the project team’s analysis of the
provision of in-station training as well as the delivery of vehicle maintenance. Both

of these operational support functions are critical to the ability of the staff to
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respond effectively to emergencies in,Scottsdalei The first sub-section, that follows,
provides a summary of the project team’s evaluation and recommendations for

enhancing the delivery of on—duty training.

(1) Training Can Be Enhanced by Improving the Consistency and
Delivery of On-Duty Training for Suppression Personnel.

MAXIMUS also believes that training in the field by on~duty companies
(currently overseen by the Battalion Chiefs and provided by the station Captains)
could be enhanced by centralizing the development of the curriculum for these daily
fraining exercises and maintaining the decentralized provision of these exercises.
In addition, the project team bhelieves that Rural / Metro staff in Scottsdale would
benefit from a common approach to providing this trainfng. The project team
recommmends the following steps take place to address this initiative:

. The City of Scottsdale should authorize one additional position to
cocrdinate these training efforts. This position should be filled with an
individual who has a broad knowledge of fire / rescue issues and who
can (or already has) obtain cerfification as a trainer (following the
standards set forth by the NFPA for a training officer). The project
team recommends that this position be a sworn position, filled with a
Captain level officer.

J Once this position has been filled, Rural / Metro should take steps to
develop a centralized training curriculum. While there is no national
standard for continuing education for fire suppression / rescue
personnel, there are many standards and standard texts from which to
develop such a curriculum.

. Many departments base their continuing education program on the
International Fire Service Training Association — or IFSTA -
“Essentials of Fire Fighting” which is now in its fourth edition.
Typically, topics.are taken right from the manual itself.

) Using the IFSTA “Essentials of Fire Fighting” manual, Rural ! Metro
should develop a uniform (i.e., consistent) training curriculum that
covers the topics listed in the following table (each topic should cover
one - two hours per session):
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Topic Number

Topic Description

1

LY

Fire Behavior — Sources of ﬁea’c, heat transfer, fire behavior, thermal layering,
products of combustion, fire extinguishment and classification of fire and
extinguishment methods.

Portable Extinguishers — Rating system, types of extinguishers, inspection
and maintenance of units.

Personal Protective Clothing — Inspection, care and use of personal
protective equipment. Demonstrate ability to put on personal protection
clothing within department standard.

Protective Breathing Apparatus — Inspection, care and use of personal
breathing apparatus. Review rescue or “buddy” breathing, etc.

Ropes and Knots ~ Rope materials, construction and uses. Life safety and
utility rope. Review and demonstrate basic knots. Rope care and maintenance.
Storage of ropes. Review of hoisting tools and equipment (including secondary

use of common fire fighting tools such as hose lines, ladders, pike pole, ete.).

Rescue and Extrication I - Review of rescue and extrication equipment and
maintenance. This should include both hydraulic and manual tools (block and

tackle, cribbing, etc.).
Rescue and Extrication II - Carries and drags. Lone rescuer lift and carry.
Extremities.carry, blanket drag, use of litters and backboards. Rope rescue
techniques. Burning building techniques.

Rescue and Extrication HI - Vehicle extrication. Situation assessment.
Worlking with EMS to stabilize patients. Vehicle stabilization.
Disentanglement and victim removal techniques,

Rescue and Extrication IV — Special rescue situations - building collapse,
trench collapse, caves / funnels, electrical contact, water rescue, industrial
extrication, elevator rescue, escalator rescne. Working with helicopters (landing
procedures, finding safe landing areas, ete.).

10

Forcible Entry I - Review of forcible entry tools, care and maintenance of
forcible entry tools. Opening doors. Opening windows.

11

Forcible Entry II - Opening floors (wood and concrete). Opening walls
(masonry, veneer, metal, wood frame, partitions).

12

Ventilation I - Advantages of ventilation, assessing the viability of ventilation,
vertical ventilation (including safety considerations).

13

Ventilation II — Horizontal ventilation (including precautions against using it),
forced ventilation (both negative-pressure and positive-pressure).

14

Ladders I - Ladder types (ground and aerial), Safety, use and maintenance.
Service testing ground ladders. Test all ladders assigned to the unit, ;l
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Topic Number

Topic Description

15

Ladders II - Handling ladders. General procedures for raising and climbing
ladders. Ladder raises (1, 2, 3 and 4 firefighter approaches). Helping victims
down a ladder.

16

Water Supply - Principals of municipal water systems, Kinds of pressure.
Fire hydrants. Review locations in the first due area. Alternative water
supplies (drafting). Rural water supply operations.

17

Fire Streams — Review frication loss and water hammer issues. Fire streams.
Fire nozzles. Use of foams.

18

Fire Hose I - Construction and care of hose, Hose couplings. Hose appliances
and tools. Hose rolls. Direction of hose lays. Basic hose loads. Coupling and
uncoupling hose. Pre—connected hose for attack lines.

18

Fire Hose I ~Hose lay procedures. Handling hose lines. Advancing hose lines.
Operating hose lines. Deploying master stream devices. Service testing hose
lines.

20

Fire Control - Suppressing Class A fires. Suppressing B fires. Suppressing
Class C fires. Suppressing Class D fires. Fire company tactics.

21

Automatic Sprinkler Systems — Fundamentals, water supply, types of
sprinkler systems. Working fires/ after the fire in sprinkler protected property.
Shutting off the water in the sprinkler system.

22

Salvage and Overhaul — Planning for salvage operations. Salvage covers and
equipment. Methods of folding and spreading salvage covers. Improvising with
salvage covers. Covering openings. Qverhaul operations.

23

Building Construction — Types of buildings and their basic hazards. Impact
of fire on common materials. Firefighter hazards from building construction
(Yight weight and truss construction). )

24

Fire Cause Determination - Firefighters roles. Role of the fire investigator.
Conduct and statements. Securing the scene. What to do / not to do.

25

Communications and Incident Command - Use of the public information
officers. Use of emergency communications equipment. Review basic codes and
operating procedures. Fire ground communications. Incident command
procedures,

26

Fire Prevention and Education — Fire corpany inspection procedures.
Pre—fire planning exercises. Fire hazards. Dwelling inspections. Smoke / CO
detectors. Fire exit drills for schools. Fire station tours.
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Topic Number Topic Description

27

Firefighter Safety — Safety standards. Rapid Intervention Teams, NFPA
1500. Physical fitness. Fire ground safety. Tool and equipment safety.
Emergency power and lighting. Safety on the apparatus. Safety in the station.

28

EMS / AED Review - Review basic CPR and the use of the ATD (automatic
external defibrillator).

The goal of this program should be to ensure that all personnel are
able to maintain their fire suppression skills (which can go unused in
any practical sense for a long time). This should be accomplished by
training one ~ two hours during each shift worked. )

Staff can either follow the schedule numerically or they can do the
topic that matches the date. Special consideration may need to be
given due to the extremes in temperature that can occur in the
summer months. However, training should not be curtailed in these
months — simply adapted to the conditions (i.e., perhaps focusing on
those topics that can be covered inside). This approach assumes that
these topics would be covered at least twice per year (with EMS -
training filling in the available times).

A number of agencies around the Country have successfully introduced this

approach to providing training. Examples of these agencies include the City of -

Anaheim (California) and the City of Newport Beach (California). Each of these

agencies has used this approach (with the topics modified and expanded to cover

their particular areas of interest).

The paragraphs, that follow, provide a summary of the project team’s

recommendations in these areas. Rural / Metro should establish a command level

position responsible for planning, coordinating and implementing all aspects of

firefighter training and development activities. Other actions should include:

Hire a new training coordinator position at the rank of Captain. The
cost for this pesition would be approximately $105,000 in salary and
benefits.

This position should develop a training program based on IFSTA
“Fssentials...” Fourth Edition. o
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. Development of quantifiable evaluation mechanisms for all aspects of
the training function ta measure training effectiveness and retention.

The project team also recognizes that local agencies have likely developed
training programs similar to the one described by the project team. If so, there is no
reason that Rural / Metro should not be encouraged to make use of this work if it is
available. The sub—section, that follows, provides our analysis of the apparatus

maintenance approaches”ﬁsed by Rural / Metro.

(2) Vehicle Maintenance Appears to Be Delivered at a High Level

of Service, -

The project team also examined the management and delivery of vehicle
maintenance by Rural / Metro. MAXIMUS found that the service is provided at a
high level with every effort made to keep emergency units in the field and in
service. This includes the use of 2 number of roving maintenance units (these go to
the stations to handle maintenance tasks) so.as. to eliminate the need for units to
come to the central facﬂity most of the time. |

In addition, the units in the City have been placed on a routine preventive

maintenance schedule (A / B) as shown, below (this is a sample of units):

Unit [Type July | Aug. {Sept.! Oct. | Nov. | Dec. | Jan. | Feb. | Mar. | Apr. | May | Jun.
Spare

6861 | Engine |PM-A PM PM PM
Ladder

6862 811  |PM-A PM PM - | PM
Engine _

6864 810 PM PM-A PM PM
Spare

6865 | Engine PM-A PM PM-A PM

6866 | Chem 812 | PM-A PM PM PM
Engine

6867 827 PM PM-A PM PM

6969 |Attack 819 PM PM PM PM-A
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Unit [Type July | Aug. |Sept.| Oct, | Nov. | Dec. | Jan. | Feb. { Mar, | Apr. | May | Jun.

6870 | Foam 812 | PM-A PM FM PM
Engine .

6371 815 PM-A PM PM PM
HazMat

8872 814 PM PM PM-A PM

6873 |Utility 810 PM-A PM PM PM
Ladder

6875 819 PM PM PM PM |PM-A

6876 |Brush 813! PM FM PM PM-A
Engine

6877 820 PM PM PM PM-A
Engine -

6878 814 PM PM PM-A PM
Engine ‘ ‘

8379 818 PM PM PM PM-A

The table, above, shows that the vehicle maintenance staff has developed a
logical approach to conducting preventive maintenance. Note that the months of
September, December, March and June are empty — this allows the shop to perform
preventive maintenance on non~Scottsdale units that are their .responsif‘tf;il“_ifcy. The

table, below, shows the result of this approach in practice:
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Average
Number of |Average Number
Unit Months |of Miles between
between Service
Maintenance
6861 6.3 46284
6862 5.3 4,239.5
6864 3.0 2,548.3
- 6865 9.0 10,835,0
6866 4.5 5,320.0
6867 3.7 4,845.3
6869 5.0 5,201.0
6870 3.0 237.0 )
6871 3.2 4,175.4
6872 6.0 564.5
6873 13.0 1,710.0
68756 3.5 3,764.0
8876 7.0 1,678.0
6877 4.3 10,296.7
6878 3.2 4,073.3
6379 3.0 4.609.0
Average | 4.4 .. 8,362.7

. Note also that the shop makes every effort — even during those times when
the units are in for major work or their preventive maintenance visit — to keep the
downtime to a minimum. This is again accomplished by pre-planning whenever
possible (for the particular project) and by making use of the field units whenever
possible. Note also that the wide variations in the mileage between services also has
to do with a nun;ber of factors: the area in which the unit works, the level of
workload handled by the unit, the age / repair historﬁr of the unit, etc. It should also
be noted that the prbject team did not attempt to differentiate between the types of

service shown in that table (i.e., preventive or repair).
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The table, that fO].].OW'S, shdwé the average downtime for a similar sample of

units: :
Number of
Unit C?)gglz‘:e Hours charged
. Service
- 6861 '1.65 2.62
6362 2.80 2.55
6864 1.795 4.12
8865 8.33 4.00
8366 5.33 7.5 N
6887 3.25 3.83
6370 5.20 3.20
6371 2.20 2.63 t
6872 1.00 1.88
6873 1,00 2.00
|Average 3.25 3.46

Note that there is a delay in prosecuting these maintenance tasks — thisis a
fairly reasonable situation considering the seriousness of the maintenance that is
being handled (pump repairs, engine repairs, transmission repairs, eter): These
maintenance tasks can take time to complete — not necessarily due to the work itself
but oftentimes awaiting a part to complete the repair. The project team does not
believe that any major changes are required in the delivery of vehicle maintenance

services within the context of the contract. |

6. SUMMARY OF RECOMMENDATIONS FOR IMPROVING CURRENT
SERVICE DELIVERY BY RURAL / METRO IN THE CITY OF

COTTSDALE INCLUDE STATION LOCATION AND MANAGEMENT

SCOTTSDALE INCLUDE STATION LOCATION AND MANAGEAMEND

SYSTEMS.

The City of Scottsdale should pursue several changes to the way in which
operations are provided and managed by Rural / Metro is the relationship continues

between the City and its contractor.
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The table, that follows, provides a summary of our recommendations:

RECOMMENDATION TIMING COST
Make no additional changes to the station network beyond | N/A 30
current plans to add two stations,
Bring all fire apparatus staffing to a minimum of three personnel | Could be $500,000
at all times. This includes the following units: Engine 808, | phased.

Engine 809, Engine 811 and Ladder 811.

Take steps to enhance communication between the City and Rural | Short term. $0
{ Metro.
Enhance the delivery of fire service training. Add an additional | Short term. - $0

staff position to coordinate in-station training, develop a formal
training program (for consistent training in all stations), ete.

Increase focus on data as 2 management tool, Short term. $0
Re-consider the response time standards established for all areas | Short term. $0
of the City.

The paragraphs, that follow, provide a summary of MAXIMUS’s

recommendations for improvement.

In addition to pursuing the two fire stations already planned
for addition. the City should consider no additional stations
unless future growth demands it. The project team has provided
an extensive analysis of the current fire service response network. The
Rescue units that are deployed in conjunction (though not as part of
the contract for service) with the fire units were included in this
analysis. MAXIMUS has also found that the current process and plan
for adding new fire stations is a rational one based on the anticipated
growth pattern of the City (based on information from planning staff a

the City). :

Take steps to improve the reporting ;:- elationship and
communication between the City and Rural / Metro, The project
team found that the current reporting relationships are characterized

by ambiguity and apparently crossed lines of reporting (the Assistant
City Manager is a peer of the Fire Chief who reports to the Emergency
Services Director who reports to the Assistant City Manager and the
Police Chief). The project team believes that contract administration
should be handled from the Office of the City Manager, with the
Emergency Services Division focusing on planning and emergency
preparedness.

MAXIMUS
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benefit from making improvements in several areas, including the
following: :

-

- Record keepiﬁg for all aspects of training.

- The mechanism by which training needs are determined and
then implemented.

- Developrrient of training priorities for the fire service.
- Development of quantifiable measures for of successful training.

- Increased use of alternative training media including video and
the internet.

The project team believes that the focus on data as a management tool
should be expanded to include not only the reporting requirements for
the City of Scottsdale contract, but should also be viewed as 2 teol with
which the fire service can enhance its own self~management.

Finally, MAXIMUS believes that it is important to re—visit the
response time standards set for each of the response areas in the City.
The response times for the stations south of F. L. Wright Blvd. should
be set at four minutes or less (there are some that are get at five
minutes in this area) to reflect the urban nature of these areas.

These modifications to the current approach to providing services should all

be viewed by the City of Scottsdale as opportunities to enhance service delivery by

Rural / Metro in the upcoming contract negotiations.
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

ATTACHMENT A

PROFILE OF THE FIRE AND EMS SYSTEMS IN THE CITY OF
SCOTTSDALE

The report which follows describes the organization; service delivery
structure; and financial structure of the current fire and emergency medical
services system in Scottsdale. Information contained in the report has been
developed based on interviews with personnel from the City of Scottsdale and the
' Rural/Metro Corporation, as well as review of various reports and other operating
documents. The information contained in this report need to be reviewed for
accuracy by City and Rural/Metro staff. This Profile provided the basis for analysis
in subsequent stages of the project. -

The Profile opens with a summary of how the current fire and emergency
medical services system is organized and staffed.

1. ORGANIZATION AND STAFFING OF THE FIRE AND EMERGENCY
MEDICAL SERVICES SYSTEM IN SCOTTSDALE.

The current fire and emergency medical services system in Scottsdale

consists of the following major componenfs:

. The City of Scottsdale provides contract management and oversight
through staff assigned to the Scottsdale Police Department, and also
directly financially supports the Fire Support Group which is
comprised of City employees who are trained as support fire fighters
and are available to provide on-scene support to Rural/Metro fire and
emergency medical services personnel at major incidents.

. The Rural/Metro Corporation provides fire suppression, fire
prevention, and emergency medical services in Scottsdale:

- Fire suppression and fire prevention services are provided under
contract with the City of Scottsdale and fire response units and
fire prevention services are staffed with Rural/Metro employees.

- Rural/Metro also provides management and administrative
support for fire suppression and fire prevention services.

- Emergency medical services, including emergency ambulance
response and emergency and some non-emergency transport, are
provided Rural/Metro personnel who are assigned to and operate
from Scottsdale fire stations. The ambulance response and
transport service is not funded by the fire service contract
between Scottsdale and Rural/Metro, and revenue supported
based on service fees and-subscriptions collected by Rural/Metro.

MAXIMUS o Attachment A-1
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Current Organization of the
Emergency Management
Office

CITY OF SCOTTSDALE,
ARIZONA

Emergency Management |
Officer (1)

Emergency Services
Specialist (1)

Clerical
(1)



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Rural/Metro fire services provided in Scottsdale are managed by and
part of Rural/Metro’s Fire Integrated Response Group which has
overall responsibility for managing the company’s fire service
operations in both the Maricopa County areas as well as elsewhere
across the United States.

The matrices which follow describe how the City and Rural/Metro fire
and emergency medical services components are organized and staffed
and also summarize the major responsibilities and operating/service
characteristics of each organization unit and position relevant to the
Scottsdale — Rural/Metro contract. The first matrix which follows
provides an overview of the City of Scottsdale staff involved in
managing the contract and delivering fire services.

Position Number of Positions Responsihilities
Emergency Services
Emergency Services 1 Coordinates and manages the contact
Director between the City of Scottsdale and Rural

Metro. This includes day to day interaction
with Rural Metro on issues such as
procurement, service level performance,
major incident response and other issues.
The EMO also has some interaction with
the Police Department and coordinates
between the two service providers, While
the EMO and staff receive data from Rural
Metro as part of the agreement (on a
monthly basis) there is a limit to what can
be requested. The EMO has no direct
oversight or input into the budget request
submitted by Rural Metro to the City,
except as directed by the City management.
The EMO will respond to major incidents to
serve as a liaison between Rural Metro and
other City services if needed.

MAXTMUS
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Position Number of Positiols Responsibilities
Emergency Services
Emergency Services 1 Provides assistance to the EMO. The ESS
Specialist is expected to conduct the in-depth review of

all submissions by Rural Metro to the City.
This includes investigating the reasons
behind an incidents which appear on the
exception reports (for slow response, etc.) or
for moving equipment out of Scottsdale.
The ESS is also expected to track Rural
Metro’s performance versus the other
performance standards set forth in their
contract with the City. This position is also
expected to respend to major incidents to
gerve in a liaison capacity between the City
and Rural Metro.
Clerical 1 General support to both the Emergency

- | Management Officer and the Emergency
Services Specialist.

The next matrix deseribes Rural/Metro staff involved in managing and
delivering fire and emergency medical services in Scottsdale. The
matrix also provides an estimate, based on interviews, of the time
involved in-managing or delivering Scottsdale related services for all

personnel.
Number of Positions
Percent
Allocated
to
Position , Total Scottsdale Responsibilities

Corporate Administration -

Group VP, Fire ‘ 1 15% Manages Rural/Metro’s fire service
Integrated Response |- operations nationwide. Maricopa County
Group and Scottsdale contract just a portion of

operations included within the Group which
also includes fire service contracts in
Oregon; Yuma and Pima Counties in
Arizona; and “specialty” fire protection
operations elsewhere in the United States
and internationally including industrial fire
protection contracts. Responsible for
financial management of the group
including the Scottsdale contract; and
negotiation of the Scottsdale contract
through subordinate Maricopa County fire
service managers.

MAXIMUS " Attachment A-3



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Position

Number of Positions

-

Executive Assistant

1 20%

Provides administrative and clerical
support to the Integrated Response Group
VP and Maricopa County fire services
managers.

Fire and EMS Mana

ement

Fire Chief

1  85%

Overall management responsibility for fire
services provide in Maricopa County by
Rural/Metro, Includes the Scottsdale
contract, as well as contract/subseription
supported fire services elsewhere in
Maricopa County including County
unincorporated area, Paradise Valley,
Carefree, Cave Creek, and Rio Verde in the
central valley; and services provides to
Queens Creek and the unincorporated area
in the east valley and Litchfield Park min
the west valley. Reports to the Group VP
and has principal responsibility for
managing Rural/Metro’s fire service
contracts in Maricopa County including
contract negotiation; liaison and service
coordination with client agencies; and
overall management of fire protection
programs and services.

Asgt, Chief, Fire
Suppression

1 75%

Reports to the County Fire Chief and has
direct, lead responsibility for management
of fire suppression and response operations
throughout the valley. Directly oversees
four battalions (2 Scottsdale, 1 East
Maricopa County, West Maricopa County)
and 3 District Chiefs (Paradise Valley and
Resource Management/Training, EMS), and
the fire communications unit of
Rural/Metro. In conjunction with the
County Fire Chief and the Assistant Chief -
Fire Prevention, manages and coordinates
Scottsdale contract fire service. Develops
and proposes fire suppression programs and
needs; works with customer agencies to
fund and implement programs; and
coordinates services between and among
Rural/Metro and client agencies. Manages
fire suppression staff including handling
personnel matters and resolving issues with
the fire fighters’ association. '

MAXIMUS
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Percent
Allocated
' to
Total Scotisdale Responsibilities
Asst. Chief, Fire 1 85% Oversee Maricopa Fire Division fire
Prevention prevention programs including staff

assigned/dedicated to Scottsdale.
Coordinates preparation and adoption of
fire related ordinance(s) with client
agencies; monitors inspection and
prevention program performance compared
to contract requirements; and works with
assigned staff and City’s contract ~
administrator to identify and develop
prevention programs and targets. Acts as
Fire Marshal for Scottsdale,

Fire Suppression Operations
Fire Suppression Staffing and Deployment: Scottsdale stations and fire suppression forces
are organized into two battalions (north and south) with each battalion divided into two “shifts,”
each commanded by a battalion chief. Each shift is comprised of captains, fire fighters, and fire
fighter paramedics who are assigned to specific stations and companies, and a “pool” of captains,
fire fighters, and paramedics who provide coverage when the primary assigned staff are
unavailable due to vacation, sick leave, and the “Kelly Day Off” inherent in the current average 62
hours per week work schedule. The personnel allocations to stations shown below are based on the
2.7 coverage factor which represents the number of positions required to staff each fixed post/
company assignment on a 24 hour per day, seven day per week basis. This factor ineludes the
number of positions required to staff each of the two shifts, and the positions allocated to the “poal”
to provide “Kelly Day” and other time-off coverage.

As will be noted below, many of the Scottsdale stations are assigned ambulance/rescue units.
These units are funded through Rural/Metro’s ambulance program and are not included in
Scottsdale contract costs/charges. These units are staffed from the pool of personnel assigned to
each shift, and respond to fire calls when required. Because personnel are trained as fire fighters
and fire fighter paramedics, they are used interchangeably with engine and truck company
personnel at the fire scene, when required.

MAXTMUS T Attachment A-5



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Number of Positions

Percent
Allocafed
to
Position Total Scotisdale Responsibilities
Battalion Chiefs, 4 80% - The Scottsdale fire suppression service
Scottsdale estimated | delivery system is organized into two
based on battalions as follows:
allocation of :
suppression | * The South Battalion is assigned two
personnel to shift battalion chiefs who oversee
Scottsdale stations 810, 811, 812, 813, 815, and 819
and “non- in Scottsdale in station 828 located in
Scottsdale” Paradise Valley. N
stations

* ‘The North Battalion is assigned two
shift battalion chiefs who oversee
stations 814, 816, 818, and 820 in
Scottsdale, and stations 821 (Cave
Creek), 825 (Rio Verde), and 840 (Del
‘Webb — Anthem).

As can be noted from the above, each of the
two battalions include stations/units located
in Scottsdale, and stations/units assigned to
stations outside City boundaries. In
addition to the above: (1) staff resources will
be added for a new engine company for
station 817 (McDowell Mountain Ranch) in
January, 2002, and the new station will be
constructed in about 18 months; and (2)
Station 27 will be built and opened in about
18 months and staffed with the second
engine company currently located at station
816.

Battalion chiefs oversee all activities on
their shift including staff scheduling and
assignments; maintaining required staffing/
manning levels; responding to emergency
incidents on multiple unit responses to
provide on-scene command; and coordinate/
ensure multi-unit training activities are
completed as scheduled/ planned. This
includes stations/staffs assigned to
Scottsdale located stations as well as the
“external” stations located outside City
boundaries as noted above. When Battalion
chiefs are on vacation or sick leave, one of
the Station Captains is upgraded tp serve as
Battalion Chief in an-acting capacity.

MAXIMUS
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Number of Positions

Percent
Allocated
to
Position Total Scottsdale Responsihilities
Station 810
Suppression
Captains 2.7 100% South battalion headquarters, multi-
Paramedie/FF 8.1 100% company station. Includes the following
FEF/EMT o 8.1 100% Tesponse umnits:
Deputy Fire Marshal 2.7 100% )
EMS ¢ One engine company (810), staffed with
Paramedic/FF a Captain, paramedic/fire fighter, and
FE/EMT N/A fire fighter.
N/A

¢ One engine (808) staffed with a
paramedic firefighter and a firefighter.

* One engine company (809) staffed with
paramedic firefighter and a firefighter,
and during the evening hours (post
1700) a deputy fire marshal.

s Two rescue/ambulance units, each staffed
with a paramedic/fire fighter and a fire
fighter.

At station 810, as well as the other stations
to which they are assigned, Deputy Fire
Marshals conduct prevention inspections
during the day, and during the evening
hours, are assigned to an engine company
with same responsibilities as a fire fighter.
Deputy Fire Marshals work the same 62
hour week as other suppression/emergency
response staff; report administratively to
the Fire Prevention unit and chain of
command; and when assigned to the engine
company, are under the supervision of the
station captain.

MAXIMUS
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Number of Positions
Percent
Alloecated
to
Position Total Scottsdale Responsibilities
Station 811
Suppression Units deployed at Station 811 include:
Captains 2.7 100%
Paramedic/FF 54 100% * One ladder/truck company (ladder 811)
FF/EMT 5.4 100% with three personnel including a
EMS captain, paramedic/fire fighter, and a
Paramedio/FF 2.7 N/A fire fighter.
FF/EMT 2.7 N/A
* One engine company (811) with two
personnel (paramedic/fire fighter and a
‘fire fighter).
* One rescue/ambulance unit assigned a
paramedic/fire fighter and a fire fighter.
Station 812
Captains 2.7 100% Station 812 is assigned to the Scottsdale
Paramedic/FF 2.7 100% Airport and has dual responsibility for
FE/EMT 5.4 100% responding to aircraft incidents/accidents.
Deputy Fire Marshal 2.7 100% and responding to other fire and emergency
‘ medical calls in the station’s response area.
Assigned units include:
Station 812 * One engine (812) staffed with a captain,
{continued) ‘ paramedic/fire fighter, and fire fighter.
¢ A foam unit (812) staffed with a fire
fighter and deployed for aircraft incident
fire suppression.
* One deputy fire marshal whose principal
inspection responsibility is the Air Park;
is assigned to staff the Chem Unit (812)
in the event of an incident; and is
assigned to either the Chem Unit or the
Engine as a fourth member after 1700.

MAXIMUS - Attachment A-8



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Number of Positions

Percent
Allocated
to
Position Total Scottsdale Responsibilities

Station 813 Station 813 is co-located with the Police

Suppression . Headquarters. Assigned are:

Captains 2.7 100% A

Paramedic/FF 2.7 100% ¢ A truck company (813) staffed with a )

FF/EMT 2.7 100% captain, paramedic/fire fighter, fire

Deputy Fire Marshal 2.7 100%. fighter, and after 1700, a deputy fire

EMS marshal. :

Paramedic/FF -

FE/EMT 2.7 N/A ¢ QOne rescue/ambulance unit assigned a

2.7 N/A ‘ paramedic/fire fighter and a fire fighter.

It should be noted that the apparatus
assigned to Station 813 will be changed
from a 55’ Tele-Squirt to a 75’ ladder truck.
When the new equipment is received, the
ladder/truck company will be inter-changed
with the engine company currently assigned
to Station 819.

Station 814 Station 814 is also assigned HazMat unit
(814) which is not staffed on a dedicated

Suppression : basis. Staffed units are:

Captains 2.7 - 100%

Paramedic/FF 2.7 100% » Engine 814 staffed with a captain,

FF/EMT - 2.7 100% paramedic/fire fighter, and fire fighter.

EMS

Paramedic/FF 2.7 N/A + One rescue/ambulance unit assigned a

FF/EMT 2.7 N/A paramedic/fire fighter and a fire fighter.
Rural/Metro maintains about 30 HazMat
and/or technical response trained
responders in the Scottsdale fire
suppression force, and these staff are
dispatched to HazMat incidents as required.
Scheduling attempts to assign from 3 to 5 of
these personnel to Station 814 on each shift
so that they are available to respond with
the HazMat unit as required.

Station 815

Captains 2.7 100% One engine company (815} staffed with a

Paramedic/FF 2.7 100% captain, paramedic/firefighter and a

FF/EMT 2.7 100% firefighter.

MAXIMUS
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| CITY OF SCOTTSDALE, ARIZONA
- Analysis of Fire Services

Number of Positions
Percent
Allocafed
to
Position Total Scottsdale Responsibilities
Station 816
Captains 5.4 100% Two engine companies (816 and 827) , each
Paramedi</FF 5.4 100% staffed with paramedic firefighter and a
FF/EMT 5.4 100% firefighter. Engine 827 will be relocated to
' the new station 27 when construction is
complete.
Station 818 b
One engine company (818) staffed with a
Captains 2.7 100% captain, paramedic firefighter and a
Paramedie/FF 2.7 100% firefighter, and during the evening hours
FF/EMT 2.7 100% (post 1700) a deputy fire marshal.
Deputy Fire Marshal 2.7 100% '
Station 819
Suppression In addition to fire suppression and
Captains 2.7 100% emergency response units, Station 819
Paramedic/FF 2.7 100% houses Rural/Metro’s SORT (technical
FF/EMT" 2.7 100% response) units (801 and 802). As with the
EMS HazMat units previously described, some
ParamedicFF 2.7 N/a personnel from throughout the suppression
FE/EMT 2.7 N/A force are SORT trained, and respond with
the equipment as available and required.
The Department attempts to assign from 3
to 5 SORT trained personnel to Station 819
on each shift to provide an immediate
response capability.
In addition to the above, the basic response
units assigned to Station 819 are:
¢ Engine 819 staffed with a captain,
paramedic/fire fighter, and fire fighter.
¢ Qne rescue/ambulance unit assigned a
paramedic/fire fighter and a fire fighter.

MAXIMUS - , Attachment A-10



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Position

Number of Positions

Total

Percent
Allocated
to
Scottsdale

Responsibilities

Station 820

Captains
Paramedic/FF
FF/EMT

2.7
2.7
2.7

100%
100%
100%

One engine company (815) staffed with a
captain, paramedic/firefighter and a
firefighter.

Additionally, during perieds of high fire
risk, this station is assigned seasonal fire
fighting personnel to staff and deploy the
brush truck that is also located at this
station.

Station 827

N/A

N/A

Planned for construction with potential
completion within 18 months. Once
completed, Engine 827, currently deployed
from/at station 816, will be redeployed to
station 827.

EMS Management and Coordination

District Chief

1

75%

‘| The Distriet Chief supeivises all fire-based

EMS service delivery in Maricopa County.
This includes the service provided by EMT
Basic and Paramedic personnel. This does
not include direct supervision over the non-
fire based personnel (though in Scottsdale
this line can become blurred due to the
dynamic-assignment of personnel), The
District Chief for EMS serves as a liaison
between Rural Metro and the hospitals, the
medical director, the state and other
institutions. This includes oversight of the
quality control program in the Fire
Department, oversight of the controlled
substance program in the Department and
other aspects of EMS management.

Medical Director

60%

- County. This is done through work with

The Medical Control physician supports the
delivery of EMS services in Maricopa

both of the primary hospitals used by the
staff in Seottsdale (in fact, doctors move
between both facilities on a regular basis).

MAXIMUS
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Number of Positions

Percent
Allocafed
to
Position Total Scottsdale Responsibilities
OSHA Compliance 1 80% This position was created (in part) due to
Officer the department’s reaction to an OSHA audit

that found several major deficiencies. This
position is focused on ensuring that Rural
Metro pursues work place safety issues —
both general and those specific to the fire/
EMS services. This includes fit testing
masks, ensuring proper vaceinations for
exposure to a variety of diseases and other
issues. While this position has been in a
somewhat reactive mode there are plans to
be more proactive — by evaluating work
place risks and hazards and developing
plans to mitigate those risks.

Fire Prevention
Office Manager 100% Provides administrative and clerical

Clerical Assistant 1 100% support to the fire prevention unit including
' scheduling/assigning company and fire
prevention inspections; data entry; and
other administrative support tasks.

ol

Assistant Fire 2 100%
Marshal The two assistant fire marshals divide

responsibilities as follows:
Assistant Fire Marshal

* Monitors/coordinate the company
inspection program including quality
controlling results.

¢ Oversees plan review/plan check staff
and activities and conducts/completes
complex plan checks.
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Position

Number of Positions

Percent
Allocated
to

Responsibilities

Assistant Fire
Marshal (continued)

Total Scottsdale

* Conducts code reviews and
prepares/recommends code updates.

¢ Handles permitting for underground
tanks, propane tanks, and comparable
hazardous installations.

s Handles customer complaints.

* Accomplishes special projects as é.ssigned
by the Fire Marshal.

Assistant Fire Marshal
e QOversees the fire prevention field
inspection program with special focus on

activities of field fire inspectors.

s Supervises inspectors inéluding 40 hour
per week and shift deputy fire marshals.

Assistant Fire
Marshals - Plans
Analysis

Plans Analyst

3 100%

1 100%

Conduct plan checks and plan reviews for
new construction and remodels for
Scottsdale related construction. While all
can handle various types of construction,
the current basic division of responsibilities
for plan check and plan review are as
follows:

¢ Major buildings and constructions
projects.

¢ Commercial building sprinkler system
and complex residential occcupancies.

¢ Development review of site plans and
development projects.

» Tenant improvements and residential
sprinkler systems, plus back-up of
development review activities.

The plans analysis staff are located at the
Scottsdale development review center to
provide one-stop shopping for applicants
and to work in conjunction with Scottsdale
planning and building safety involved in
development and application review.
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Position

Number of Positions

Total

Percent
Allocafed
to
Scottsdale

Responsibilities

Public Information

Officer

156%

The Public Information Officer (PIO) serves
as a contact with the press (all medias) for
the services in Scottsdale. This includes
both reactive (responding to requests from
the press regarding various incidents) and
proactive (press releases, scheduled events
and others). The second PIO has just been
hired.

Public Education

Officer

100%

The Public Education Officer (PEQ)
provides services to schools, organization
and other providers. In addition, the PEQ
works with the PIO to get public education
efforts more widespread. This may include
events for the press that focus on issues
such as fire safety, water safety (drowning
prevention) and so on. Direct outreach
methods are also used (to address water
safety, urban-wild interface issues and so
on by going door to door, ete.). The PEOQ is
also responsible for identifying resources
(including sponsars)

Deputy Fire
Marshals (Shift
Inspectors)

12

100%

Four Deputy Fire Marshals are assigned as
40 hour per week inspectors. They
essentially divide the city in geographic
quadrants and conduct new construction
inspections and safety inspections in their
assigned areas. The five, 40 hour week
inspectors focus primarily on new
construction inspections and new systems
tests.

Eight Deputy Fire Marshals are assigned to
the suppression shifts as previously
described in the station staffing and unit
deployment section. They also handle
target occupancy and new construction
inspections as assigned and scheduled.

Communications/Dispatch

Fire Alarm Room

Supervisors

3

556%

The supervisors have responsibility for
providing overall supervision of the center
for Scottsdale and associated agencies. This
includes scheduling, dealing with leaves,
coordinating (and sometimes providing)
training and other managerial and
supervisory responsibilities.
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Position

Number of Positions

Percent
Allocated
to
Total Scottsdale

Responsibilities

Lead Dispatchers

3 55%

Work in support of the shift supervisors.
This includes a more direct involvement in
training of personnel, working a console as
needed, providing back-up and direct
supervision during critical incidents and
other activities. Will also teke on the roles
of the supervisors as needed in their
absence. )

Fire Dispatchers

14 FT
7PT

56%

Dispatchers provide direct services by
taking calls and providing for dispatch of
emergency units. The dispatchers are also
trained to provide emergency medical
dispatch (EMD) using the Dr. Clausen
system.

Resource Management

District Chief,
Resource Mgmt.

1 ; 65%

Position currently vacant. When filled
{12/01), serves as the Rural/Metro training
coordinator for the Maricopa County fire
service contracts. In this capacity, works
with Battalion Chiefs to plan/schedule
multi-company drills; develops training
expectations for station captains who have
lead training responsibility for day to day
training; and supervises the Payroll and
Scheduling clerks.

Payroll Clerk

1 60%

Processes time cards and prepares payroll
for Maricopa County fire employees.

Scheduling Clerk

1 60%

Prepares work schedule and tracks changes.

Apparatus and Equi

ment Maintenance

Fleet Manager

-1 45%

Maintenance
Supervisor

1 45%

Equipment
Mechanics

8 45%

‘maintenance, has a team of rovers to do

Clerk

3 45%

The Fleet Maintenance unit provides
support to the units assigned within
Maricopa County. The shop has staff to
handle both heavy and light duty vehicle

preventive maintenance and maintenance
in the field, has fabricators to construct
metal and seating and other elements for
fire and EMS units. The maintenance
facility maintains a parts room for
frequently used items and also uses a
number of vendors to provide infrequently
used items. Most maintenance in done in-
house with little contracted out. The shop
is equipped with heavy lifts and other
equipment necessary to 4o major pump,
engine and transmission work on-site.
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Other Staff

| .

include:

As part of the Rural/Metro Corporation, the Maricopa County and Scottsdale fire contract service
receive support and administrative services from«warious units within the corporation. These

* Corporate Finance and Accounting - Basic financial management and accounting services.
Includes payroll checks; accounts payable/receivable; and related financial reports and
transactions.

» Corporate Human Resources — Develop and package employee benefits; establish and
menitor human resource program standards; ete,

¢ Group Human Resources - There is a three person unit assigned to the Fire Integrated
Response Group, and they provide direct support to the Scottsdale contract as part of the
Maricopa County Fire operation. Services provided include; (1) Professional level counsel on
discipline, labor relations, EEO issues, labor relations and contract administration and the
like; and (2) Benefits administration and employee assistance for employees of the Group; and
(3) Recruitment services in support of Maricopa County based fire operations.

2. FINANCIAL STRUCTURE OF THE FIRE SERVICE DELIVERY
SYSTEM IN SCOTTSDALE.

¢y

There are three basic components underlying the financial structure of
the fire and emergency medical service delivery system as it relates to
the City of Scottsdale:

The City budget for fire services including City services which are
directly paid by the City and the Rural/Metro contract.

The contract with Rural/Metro.

Rural/Metro’s internal procedures for allocating costs to the fire
contract. ‘

The sub-sections which follow outline our understanding of each of
these components. .

Structure and Content of the Rural/Metro Contract.

The current contract represents an evolution of a number years of
experience between Rural/Metro and the City and each new contract
builds on the previous contract(s) for cost increases. Historically and
currently, the contract has been structured as a fixed price contract for
services as described in the contract. The matrix which follows shows
the major cost components of the contract and summarizes our
understanding of how year-to-year cost increases are determined.
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Contract
Component

How Calculated and Increases Determined

Wages

The previous year contract base is the starting peint for the wage portion of
the contract. The contract calls for increases as follows:

s For base services (excluding any additional positions to provide programs
or staff new stations), the previous year wage total is increased by the
average of increases granted to fire personnel in the cities of Phoenix,
Tempe, Mesa and Glendale for the previous year. This average percent
COLA style increase is calculated by the City’s Human Resources
Department and provided to Rural/Metro following July 1. In the past,
the City has authorized and paid for increases to the wage base to
address compensation gaps between Rural/Metro fire staff and ofher
municipal fire departments in the Maricopa County area. Major items
impacting wage costs such as changes in the base work week, substantial
changes in benefit costs, and the like are negotiated outside the
provisions.of the wage base plus inflator as described above.

» When additional positions are included as part of the budget/contract
proposal, the cost of those positions are added to the wage base as
follows: For each position, salary cost projected at mid-range based on
Rural/ Metro salary ranges for the position(s) being added; benefits and
payroll taxes/costs at 20% and allocated administrative overhead at 16%
of total salary and benefit costs. If positions are not planned to be in
place for the full twelve month period covered by the contract, salary,
benefit, and overhead costs are apportioned based on the expected
number of months during the year that those positions would be filled
and involved in delivering service to Scottsdale

Expense

defined as “the annual percentage increase in contract and commodity

All other expense categories are charged based on the base plus an
adjustment percent based on the following as stipulated in the contract:
Other contract charges used to be increased up to the amount of the
Phoenix Metropolitan Average Annual Four Quarter CPI index as
calculated by Arizona State University Center for Business Research.
However, the Center no longer calculates this rate. The Western Federal
Reserve Region CPI figure will now be used each calendar year. In no case
will this amount exceed 7%.” ‘

The contract also provides that this escalator is subject to the City’s ability
to pay and the base amount and provides for the following: (1) The
escalator amount can be subject to negotiation; and (2) Ability to pay is

accounts in the City Operating Budget, excluding General Fire.”

Expense increases related to service enhancements above the base amount
are negotiated based on cost projections provided by Rural/Metro and
addressed during the contract negotiation and budget process.

Over the years, Rural/Metro and the City have agreed to various
adjustments regarding the composition of the expense base. For example,
the Fire Support Group was added to the base at one time, then deleted
from based on an agreement between Rural/Metro and the City that the
City would assume the costs associated with the Fire Support Group.
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Contract
Component

How Calculated and Increases Determined

Expense (continued)

It is our understanding that when these adjustments have occurred, the
base amount for expenses/all other contract costs has been adjusted at that
time based on the actual cost of the item being added or deleted based on
projected costs for the next budget/contract year and agreement of the
parties. '

Interest and
Depreciation

This contract component was established and agreed to approximately 15
years ago. At that time, it is reported that the City was not in a financial
position to purchase new fire apparatus and major items of equipment. As
a result, the City and Rural/Metro agreed that Rural/Metro would
purchase major equipment items and the City would reimburse
Rural/Metro for the cost of purchasing and funding major capital items
including provisions for purchase cost of major items and the cost of funds
invested in those items. It is our understanding that the following
provisions apply to all non-disposable items valued in excess of $500 at the
time of purchase.

* Apparatus and major items are depreciated over 144 months based on
straight line depreciation. 80% of apparatus value is depreciated
assuming that 20% will be recouped at the time of disposal at the end of
the 144 month depreciation period. Net depreciation costs are charged to
the City.

¢ Interest on un-depreciated net amounts is charged to the City at a rate of
1.04% per month,

Service Fee

The service fee represents is viewed as representing “profit” on the other
items noted above, The contract does not speak to the Service Fee; how it
is calculated; and the components of the contract to which it applies.
Interviews indicate that the service fee has traditionally been added to the
contract; includes not only profit but also “recapture” of corporate and
group costs which are not charged directly to or allocated within the other
contract components. The Service Fee has averaged in the 5.5 % range in
recent years. The actual amount of the fee is based on: (1) Increasing the
dollar amount at about the same percentage/rate that the other cost
components have increased; and (2) keeping the amount in the historical
5.5% range.

Once the above amounts are agreed to by major cost component and in
total, Rural/Metro is responsible for delivering fire services within the
total contract amount for the period specified. While the potential
exists for Rural/Metro to request ancillary payments due to unusual
circumstances, interviews indicate that this is typically not the case.
Interviews indicate that Rural/Metro has requested reimbursement
above the fixed contract amount only once and that involved a major
wild lands fire situation which occurred in and around Scottsdale.
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How Rural/Metro Allocates Internal Costs to the Scottsdale
Fire Contract.

"

Rural/Metro maintains an internal cost accounting system which
allocates costs to the Scottsdale Fire contract as one of the company’s
cost centers involving both fire services in the Maricopa County area as
well as elsewhere in the United States. Under the current contract
service approach with the City of Scottsdale, Rural/Metro receives the
agreed upon total contract amount, and it is up to Rural/Metro
management to determine how services are delivered and resources
spent to meet the service delivery targets defined in the contract.
Interviews indicate that there are certain limitations on Rural/Metro’s
ability to utilize the payment(s) received from Scottsdale under the
contract. More specifically:

Unit deployment and staffing is defined within the contract and must
be satisfied by Rural/Metro — directly circumscribing flexibility related
to the number and type of staff employed top deliver contract service.

Staff compensation. While specific salary levels are not required
within the contract structure, contract language does speak to
maintaining a competitive relationship (95% of the four agency
average previously referenced) with area fire agencies.

Providing other support staff (e.g. fire prevention) to meet the
performance standards included in the contract.

The internal cost accounting system maintained by Rural/Metro is
utilized to monitor the financial performance of the company’s various
lines of business including the Scottsdale contract. Because of the
nature of the current and historical nature of the contract which has
and continues to raise the fee based on the previous year’s base plus
contract provided inflators plus any service increase, the internal cost
accounting, from the City’s perspective, has no direct impact on the
City’s service costs.

The Rural/Metro cost accounting system includes three principal profit
centers for Scottsdale as follows:

Scottsdale Fire: Includes fire suppression line and battalion command
staff and other costs associated with delivery of fire suppression

~ services.

Scottsdale EMS:; Includes staff providing ambulance emergency
response and transport services. Revenue supported, and not
supported by fire contract resources. Includes paramedic

MAXIMUS

Attachment A-19



- CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

compensation differential paid to staff assigned to Scottsdale fire
suppression services.

. Scottsdale Fire Prevention: Covers costs associated with fire prevention

services including staff from Assistant Fire Marshal level down.

- The first matrix which follows below lists and describes how costs from
various cost centers are allocated to the Scoftsdale contract/profit

center.
How Allocated to the Seottsdale Fire Service
Cost Component Operating or Profit Center
Direct Salaries and Other Salary and other payroll related costs for the shift Battalion Chiefs
Payroll Related Costs for and down are charged at actual cost to the Scottsdale contract and
Fire Suppression and Fire fire suppression cost center. Fire prevention costs cover Assistant
Prevention Staff Assigned to | Fire Marshals and down. Includes:

Scottsdale
. * Salaries at actual cost/placement of mdnndual personnel in the
Rural/Metro compensation plan.

¢ Overtime and related pays associated with providing coverage for
Tesponse units.

» Costs associated with pay to employees on Workers'
Compensation Leave for whom Rural/Metro pays the difference
between the employee’s salary and amounts paid by Arizona
Workers’ Compensation.

* Compensation for any part-time staff utilized to deliver fire
services. '

Payroll Tazes and Benefit Includes payroll related costs/charges for FICA, Workers”

Costs Compensation, Health Insurance, uniform allowance(s), medical
insurance, and employee recognition awards. Also charged at
actual cost based on staff actually charged to fire suppression and
fire prevention as described above.
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How Allocated to the Scottsdale Fire Service
Cost Component " Operating or Profit Center

Depreciation Relates to Rural/Metro owned vehicles and major equipment items
‘ (valued at over $500 acquisition cost) which are used by/ assigned
to organizational units involved in delivering fire suppression and
fire prevention services to Scottsdale. Rural/Metro owned vehicles
| are depreciated over 12 years with straight line depreciation costs
for those vehicles charged to this cost center category. 80% of
apparatus value/purchase price is depreciated with 20% assumed
to be recouped at time of disposal/sale.

Major items of equipment with acquisition value in excess of $ 500
are also charged to this category based on various periods of
depreciation depending on cost and expected usable life.
Depreciation for these items is also charged on a straight line basis.

Interest Charged at a rate of 12.48% per year based on the unappreciated

‘ balance for Rural/Metro owned apparatus and major equipment
items utilized in delivering fire suppression and emergency medical
services to Scottsdale.
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How Allocated to the Scotisdale Fire Service

Cost Component ' Operating or Profit Center
Vehicle and Equipment The Scottsdale fire suppression and fire prevention service includes
Maintenance and vehicles/apparatus in two major categories: Those owned by the
Operations City of Scotisdale and those owned by Rural/Metro. Costs

charged/allocated to the operations and maintenance of the vehicles
in these two categories are as follows:

| * Labor costs associated with the repair/maintenance of Scottsdale
owned vehicles are charged to the City (and covered by the City’s
fire service costs and budget as previously described. Labor costs
are charged to the City at Rural/Metro’s “shop rate” of $45 per
hour. These costs are charged above and beyond the fire -
suppression and emergency medical services contract between
the City and Rural/Metro

* Labor costs associated with repair and maintenance of
Rural/Metro owned vehicles, radios, and other equipment which
are utilized in the delivery of fire suppression and emergency
medical services are charged to the Scottsdale fire suppression.
and fire prevention cost centers based on the following allocation
formula: The previous year’s total labor hours generated by the
Rural/Metro maintenance repair facility less hours charged at
the “shop rate” to various customers divided into labor hours
expended on vehicles/ apparatus assigned to serve Scottsdale and
other customers. The resulting percent is employed to allocate
shop labor costs to the Scottsdale and other cost centers for the
current year. The current allocation percent for this item is
24.03% to Scottsdale fire protection and 6.82% to Scottsdale fire
prevention for a total of 30.85% allocated to the Scottsdale cost
centers,

® Parts costs involved in maintaining Scottsdale owned vehicles are
charged directly to the City on a cost plus 10% basis.
Rural/Metro pays sales taxes for these items. .

® Parts costs involved in maintaining Rural/Metro owned vehicles
are charged to the cost center to which the vehicle is assigned at
an actual cost plus sales tax basis. This includes parts, tires, and
other miscellaneous items.

* Fuel for both Seottsdale owned and Rural/Metro owned vehicles
are charged to the cost center(s) on an actual cost basis (purchase
plus sales and other related taxes).

* License fees are charged as follows: (1) Direct to the City

¢ Other supplies and materials are charged to the cost centers at
direct cost.
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How Allocated to the Scotisdale Fire Service

Cost Component N Operating or Profit Center
Station Expenses and As previously described, under the current agreement between
Supplies ‘ Scottsdale and Rural/Metro, some expenses are paid directly by the

City and some by Rural/ Metro and charged to the cost centers
through Rural/Metro’s cost accounting system at actual costs.

Other Expenses Within the Rural/Metro cost accounting system, other expenses
involve two major categories which are charged/allocated:

¢ Insurance costs including liability, malpractice, and vehicle
insurance and settlements of claims (e.g. for vehicle accidents)
are allocated to the cost center(s) based on proportional percent of
total payroll costs for each cost center compared to total payroll
costs. The calculation is based on costs and payroll for the Fire
Integrated Response Group.

Other Allocated Costs The Rural/Metro cost accounting system provides for and allocates
a number of costs to each of the cost centers within the company.
Those impacting the Scottsdale cost centers are:

» Fire Overhead: Includes labor and other operating costs
associated with management and command (above the Battalion
Chief) level for the Maricopa Fire Division. Positions/functions
covered by this allocation include the Maricopa ¥ire Chief;
Assistant Chief, Operations; Assistant Chief, Fire Prevention; the
Public Information Officer; Compliance Officer; Human Resource
Assistant; SCBA Technician; and the District Chief, Resource
Management (training officer) and support staff assigned to the
scheduling and payroll processing in the Resource Management
unit which supports Maricopa fire operations. These costs are
allocated to the various cost centers based on proportional
revenues generated from each cost center within the Maricopa
Fire Division. Currently, 45.9% of these costs are allocated to the
Scottsdale fire protection cost center,

+ Communications. These costs relate to the operations and
services of the communications center which supports fire
suppression services in the Maricopa Fire Division. EMS
dispatch operations are a separated cost center and are not
allocated to the Scottsdale Fire Cost centers. Communications
costs include two components as follows: (1) Dispatching and call
taking and fire dispatch center supervision; and (2) Technical
suppert including CAD and GIS maintenance. The latter are
apportioned to fire and EMS communications on 50/50 basis.
Fire communications, including direct and allocated technical
support costs are allocated to Maricopa Fire Division cost centers
based on proportional revenues generated from each cost center
within the Maricopa Fire Division. Currently, 45.9% of these
costs (i.e., of the 50%, or about 23% of the total) are allocated to
the Scottsdale fire protection cost center.
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How Allocated to the Scottsdale Fire Service

Cost Component ] Operating or Profit Center
Other Allocated Costs * Corporate Allocation, This allocation covers the following
{Continued) services: Corporate level activities (above the Fire Integrated

Response Group) benefits administration (e.g. negotiating
insurance contracts); risk management (e.g. purchasing liability
insurance(s) and negotiating/settling claims); legal services;
finance and payroll (accounting and payroll checks); and
corporate top management). These costs are allocated to and

- within the Maricopa Fire Division based on proportional revenues
generated from each line service cost center compared to total
corporate revenues, .

Integrated Fire Response It is our understanding that costs associated with the Integrated
Group Management Fire Response Group (Group President, Human Resources Analyst,
and Executive Secretary/Assistant) are not allocated to cost centers
within the Group, and are expected to be “covered” by contribution
to profit generated by the Group.

Based on the cost allocation methodologies outlined above, for Fiscal Year
2000/2001 costs allocated to dehvery of fire services in Scottsdale were as shown on
the exhibit which follows this page. As can be seen from review of the information
shown in the exhibit, the fire suppression and fire prevention contract services
generated net income of about 6.1% when direct and allocated costs are compared to
revenues. This amount is exclusive on provisions for state and federal taxes

(estimated at 42.3%) and coverage of costs associated with Integrated Fire Group

Management.

3. SERVICE DEMAND AND PERFORMANCE.

This section describes service expectations and performance measures
included within the Scottsdale contract, and shows performance and
service demand indicators related to the Scottsdale fire and emergency
medical service operation.
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EXHIBIT

Scottsdale Fire Services

‘Rural/Metro
Fiscal 2000 - 2001
Operating Performance
Cost Center
Scottsdale Scattsdale Contract
Ttem Fire Protection Fire Prevention Total
Revenues
Contract $14,494 294 40 T $14,424,294
Other 12 94,816 94,828
Revenue Total $14,424,236 $94,816 $14,519,052
Costs
Direct Labor
Regular Salaries $6,748,035 $840,111 $7,588,150
QOvertime/Coverage 611,094 11,931 623,025
Incentives 193,325 18,605 211,930
Industrial Leave Adj. 130,303 0 130,303
Payroll Expense 1,410,480 141,683 1,552,163
Other 5,583 19,871 i 25,454
Sub-Total Labor $9,098,824 $1,032,201 - 410,131,025
Operating Expense .
Depreciation $110,385 $38,843 $149,232
Interest 34,301 11,671 45,972
Veh./Equip. Maint. 614,165 68,240 682,405
Station Expense 136,160 152,674 288,834
Insurance 159,325 34,986 194,311
Other Operating 0
Expense 314,231 95,7856 410,016
Sub-Total Expense $1,368,571 $402,199 $1,770,770
Allocated Costs
Fire Overhead $628,905 30 $628,905
Communications 628,805 0 628,605
Corporate Allocations 468,741 2,051 472,692
Sub-Total Allocated
Costs $1,727,251 $2,951 $1,730,202
Cost Total $ 12,194,646 $ 1,437,351 4 13,631,897
Pre.Tax Income $2,229,580 -$1,342,535 $887,055
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(1) Performance Exnectétions As Expressed in the Contract.

The contract between Rural/Metro and Scottsdale establishes a variety
of performance measures related to fire protection/suppression and fire
prevention services. Our understanding of those measures is
summarized in the table which follows:

Performance
Measure Performance Requirement/Expectation

Response Unit Contract provides for minimum/constant staffing of response units by

Staffing station. Includes both fire and EMS response units even though EMS units
are not supported by contract revenues. Unit staffing requirements are as
noted in the first section of this Profile.

First In-Unit Specific response time performance targets are established by area of

Response Times Scottsdale, with expectations varying based on area and population

density. Response time is defined in the contract as travel time (time en
route until arrival at the fire scene. The contract also states that response
units are expected to be en route within 60 seconds between the hours of
0700 and 2100, and within 120 seconds between the hours of 2100 and
0700. The contract does not define if this time is measured from receipt of
the call by fire communications or notification of response units by fire
dispatch. Standards setin the contract are as follows:

» Stations 10 and 11: 90% of calls within 4 minutes or less.

» Stations 12, 13, 14, and 15: 90% of calls within 5 minutes or less.

* Stations 18 and 18: 90% of calls within 7 minutes.

» Having an Advanced Life Support (ALS) capability on scene within the
regponse time limits noted above, and a second ALS unit on scene within

8 minutes. The contract stipulates that one of the response units be a
transport unit.

The contract reviewed by the project team during initial data collection did
not include response time targets for Stations 817 and 820, nor Station 827
once completed and staffed.
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Performance ]
Measure Performance Requirement/Expectation

Apparatus Response | The contract includes a series of requirements related to fire flow
and Fire Flow capability associated with response to reported fires in various types of
Capability Targets occupancies. These include:

» 3,000 gallon per minute (GPM) for calls for assignments involving major
commercial and industrial structures as defined in the contract.

e 1,000 GPM for residential and smaller commercial structures as defined
in the contract. -

* 250 GPM for “Still” assignments such as vehicle, refuse, and small brush
fires,

* One airport rescue fire fighting truck with aircraft fire suppression
capabilities consistent with FAA requirements for airport/aircraft
incidents.

e One piece of apparatus for all service incidents as defined in the contract.

* One plece of apparatus to emergency medical incidents plus an ALS
transport unit as noted abave.

The contract also stipulates the number of staff who should respond to
incidents of various types as follows by station area: o

e Stations 810 and 811: EMS calls — minimum of one paramedic and one
fire fighter EMT; Structure Fire — 12 on-duty staff and one battalion
chief plus average response of 10 fire suppert/reserve personnel.

e Other Stations: EMS calls — minimum of one paramedic and one fire
fighter EMT; Structure Fire — 9 on-duty staff and one battalion chief
plus average response of 10 fire support/reserve personnel.
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Performance
Measure Performance Requirement/Expectation
Fire Prevention Basic performance targets for fire prevention in the contract are:
Performance
Targets » Complete 100% of all Certificate of Occupancy inspections as reqizested,

and within 24 hours of the inspection request 99% of the time.

* Inspect 95% of commercial occupancies annually.

* Respond to inspection requests within 24 hours 85% of the time.

¢ Respond to all inspection requests within 48 hours. -

* Provide inspecﬁons of each new ;esidence 100% of the times requested.

* Provide night time inspections on Friday or Saturday evenings of 100% of
heavily attended night clubs by fire companies on a monthiy basis and
quarterly by fire prevention specialists/inspectors.

¢ Test all hydrants annually.

* Complete 98% of plan reviews within five days of submission.

* Provide CPR training to 5,000 citizens annually.

® Conduct home inspections by fire companies for 100% of the requests for
inspections received.

* Provide blood pressure checks at fire stations, as crews are available, and
on Saturdays from 02900 to 1200.

The contract also requires Rural/Metro to develop an annual fire
prevention plan, and provide prevention programs for schools and adults
and specific requirement for juvenile fire setter program.
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Performance .
Measure Performance Requirement/Expectation
| Training Requires Rural/Metro to provide 240 hours of in-service training per year

per fire fighter, with specific training requirements to be defined and
agreed to by the Contract Administrator and Rural/Metro. Each annual
contract is to define specific training requirements and expectations.
Requirements include:

e Tn-service training as noted above.

» Probationary testing within the first year of employment based op
requirements and tests as outlined in the IFSTA manuals.

» Annual evaluation of each company by district chief(s) compared to
performance standards developed by Rural/Metro and provided to and
agreed upon with the Contract Administrator,

¢ Annual evaluation of each fire fighter by district chiefs compared to
. specified IFSTA mandated fire ground skills

» Twice annual physical agility testing of all employees.
¢ Twice annual night drills for all companies. -

» Monthly training of the Hazardous Materials time and quarterly-training
. with an agency from elsewhere in the State.

e Quarterly drill involving the airport company and other emergency
service providers in the City.

e Give 12% of the uniformed personnel the chance to attend State Fire
Marshal School; notify the Contract Administrator of those attending.

¢ 10 attendances annually at search and rescue training for Dive Team.

¢ Annual Incident Command System (ICS) training for all personnel.

The current contract between the City of Scottsdale and Rural Metro has
been amended (in text as well as in side agreements) to include various performance
indicators. Examples of those as well as the approach that the City has used to
manage this process are summarized, below:

. Examples of performance indicators in the contact and agreements
include:

- Reaction time standards.

- Response time standards (by area of the City).
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CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Time spent out of the City (done on a net basis with services
received from RM units from outside the City).

Staff time dedicated (net) to responses outside the City.

The approaches taken by the City to maintain control over these
standards is as follows:

Dedicated staff coordinate and maintain the relationship
between the City and Rural Metro — this includes reviewing
data regarding time standards.

Rural Metro provides monthly performance reports. These are

detailed documents showing each incident or run where an
exception to the standard took place. A reason for the

occurrence of the exception is provided (or obtained if missing)

for review by City staff. :

City staff meet with staff from Rural Metro to discuss major
issues and to ensure that steps are taken to address concerns.

The following section addresses service demand and other activities
(including fire prevention, public education, inspections, etc.).

(2)

Actual Service Demand and Performance.

The project team has prepared a number of exhibits describing the workload
of fire services in Scottsdale. These exhibits were developed from data made
available to us by both Rural Metro and the City of Scottsdale (this data also
generally came from Rural Metro). The exhibits include the following:

Calls for service by time of day and day of week for each major group:

Fire

EMS

Public Service
General Transport

Average response times by unit

Calls per unit

Calls by type

Calls by response area (as defined in the CAD)

Fire prevention and education activities

These exhibits are provided on the following pages.

MAXIMUS
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Calls per Response Area

Response Area Number of Calls
2777777 3548
Apache Junction 2
Buckeye 1
Chandier 1
Daisy Mountain 9
Florence 1
Gila Bend Fire District 1
Glendale 1
Mesa 9
Peoria 1
Phoenix. 82
Salt River Indian Reservation 65
Sta 822 Ft. McDowell Casino 3
Sta 810 4 min Zone 3687
Sta 810 5 min Zone 4518
Sta 810 Ch Co Islands 2
Sta 810 ME Co. Island 1 1
Sta 810 ME Co. Island 2 1
Sta 810 PH Awatukeee Co. Islar 4
Sta 810 SD Co. Island 2
Sta 810 TE Co. Island 1 22
Sta 810 TE Co. Island 3 1
Sta 810 TE Co. Island 4 1
Sta 811 4 min, Zone 2114
Sta 811 Paradise Valley 391
Sta 811 SD Co. Island 3
Sta 811 SD Pavillions 26
Sta 812 5 min Zone 3049
Sta 812 7 min Zone 273
Sta 812 PH Co. Island 3
Sta 813 2550
Sta 814 2503
Sta 815 573
Sta 816 665
Sta 818 1112
Sta 818 DV County Island 19
Sta 818 PH Co. Island 1 72
Sta 818 PH Co. Island 2 59
Sta 819 1097
Sta 820 221
Sta 821 Carefree 240
Sta 821 Cave Creek 134
Sta 821 CC Co Island 4
Sta 821 Ph Co Islands 22
Sta 821 Scottsdale 54
Sta 821 SD Co Island 21
Sta 322 § min Zone

532




Response Area Number of Calls
Sta 822 8 min Zone 86
Sta 822 Fort McDowell 5
Sta 822 Scottsdale : 1
Sta 823 Fort MeDowell 1
Sta 823 5 min Zone 100
Sta 823 8 min Zone 5
Sta 823 FH Co Island 11
Sta 825 35
Sta 825 County Area 5
Sta 825 McDowell Mtn Park 3
Sta 828 - 467
Sta 828 PV Co. Island
Sta 833

Sta 833 Clearwater Farms

Sta 833 E. Peoria Co. Island 1

Sta 833 Glendale Co. Island 2

Sta 833 Norht Area

Sta 837

Sta 837 Avondale Co. Area

Sta 837 Litchfield Park

Sta 837 Out of Territory

Sta 840 Anthem Community

Sta 854

Sta 854 Chandler Co. Island 1

Sta 855 Pinal County

Sta. 855 QC Co. Island 8

Sta 855 Queen Creek

Sta 857 Dreamland Villa

Sta 857 E. Mesa Co. Area

Sta 857 Gilbert Co. Islnad 4

Sta 857 Leisure World

Sta 857 N. Mesa Co. Area

Sta 857 NE Mesa Co, Aresn
Sta 859 ‘

Sta 859 NE Mesa Co Island

Tempe

Tonto National Forest

N |vo| R eofrofeofa| oo @mftolto]lm|o]mle|bof ol o]l ]ra]en




Respon:se Time to Fire Calls
July 2000 - June 2001

Station Area Response Time

Station 810 (4

minute) 3.70
Station 810 (5

minute) 4,99
Station 810 (Total) . 4,05
Station 811 (4

minute) 4,13
Station 811 (5

minute) 3.91
Station 811 (Total) 3.98
Station 812 (5

minute) 4.62
Station 812 (7

minute) 6.48
Station 812 (Total) 4.79
Station 813 4.62
Station 814 3.49
Station 815 3.45
Station 818 8.79
Station 818 5.76
Station 819 4.84
Station 820 N/A
Station 821 N/A
Unknown 7.52
All Areas 5.10

o



Response Time to All Emergency Calls
July 2000 - June 2001

~

Station Area Response Time

Station 810 (4

minute) 2.93
Station 810 (5

minute) 4.35
Station 810 (Total) ' 3.81
Station 811 (4

minute) 3.69
Station 811 (5

minpute) 4.51
Station 811 (Total) '4.25
Station 812 (5

minute) 5.58
Station 812 (7

minute) 6.89
Station 812 {Total) 5.69
Station 813 i 3.94
Station 814 . 5.28
Station 815 6.43
Station 816 7.33
Station 818 8.25
Station 819 5.07
Station 820 7.11
Station 821 8.05
Unknown 7.89
All Areas 5.21




AVERAGE VEHICLE TIMES

Unit Name Average Time to Go Enrout| Average Travel Time Average Committed Time
APS0L 0:01:10 0:09:46 1:08:31
AP3803 0:00:05 0:00:03 9:45:52
ATB08 0:01:31 0:03:43 0:13:23
AT815 0:00:28 0:02:43 3:10:44
AT827 0:01:12 0:03:36 0:22:14
BK301 0:00:11.. 0:03:13 4:48:14
BK302 :00:04 (0:05:49 6:40:28
BKB803 0:00:03 0:00:02 - 5:38:08
BT810 0:00:22 0:04:48 0:24:30
BT84 0:00:22 0:09:03 0:33:55
C80b 0:01:30 0:10:12 1:10:38
C806 (:01:16 0:24:11 1:19:33
CHS812 0:00:30 0:03:35 0:16:46
D1l 0:00:25 0:05:55 0:34:34¢
DCR12 0:00:16 0:17.12 1:08:02
E808 0:01:35 0:03:45 (:18:01
E809 - 0:01:34 0:04:31 0:15:56
E810 0:01:17 (:04:06 0:18:59
E311 0:01:39 (:05:05 0:17:37
E812 0:01:30 0:06:00 0:19:34
E813 0:01:37 0:04:11 0:18:56
Esl4 14:18:15 0:05:18 0:17:32
E&15 0:01:32 0:04:36 0:19:29
E318 0:01:38 0:07:50 0:19:49
Eg18 0:01:45 0:08:23 0:20:18
EB819 0:01:40 0:05:09 0:17:57
E820 0:01:41 (:09:10 0:23:33
E&827 0:01:23 0:06:44 0:21:22
Fg812 0:00:58 0:01:04 0:21:00
HM314 0:02:11 0:18:17 1:01:06
L1811 0:01:19. 0:04:38 0:18:25
LT811 0:01:15 0:04:41 0:16:48
PVE0l 0:00:46
PVa02 0:01:08 0:19:03 1:50:00
PV8a03 0:00:58 0:12:29 2:05:23
PVad4d 0:02:05 0:14:53 2:05:05
PV305 0:01:07 0:12:29 1:48:52
PVa0s 0:00:04 0:52:54 1:58:29
PVvaoT 0:02:57 0:06:18 0:52:17
PV808 (:00:10 0:10:12 1:10:43
Pvaog 0:01:33 0:14:27 1:18:08
PVa10 0:00:16 0:04:54 0:35:01
pPvall 0:04:16 0:20:23 1:50:02
PVelz 0:00:30 0:05:54 0:24:55
Pvals 0:00:31 0:07:22 0:36:49
PValis 0:00:42 0:10:27 0:25:51




R301 0:01:29 0:05:14 2:44:02
R80Q9 0:01:37 0:04:42 0:36:39
R810 0:01:30 0:04:47 0:38:51
R811 0:01:36 0:05:41 (:41:22
R&13 0:01:38 0:06:02 0:43:04
R314 0:01:33 0:07:44 0:42:05
R819 0:01:36 0:06:57 :36:37
RHS801 0:19:06 0:21:35 2:14:15
ST801 0:02:27 0:19:56 1:56:34
ST802 0:01:06 0:26:03 3:18:37
8U810 0:05:03 0:15:02 1:37:59
T812 0:02:12 0:19:25 1:29:17
T818 0:01:53 0:32:14 (:36:51
TR813 :01:40 0:04:09 0:17:35
U810 0:12:Q7 (0:18:03 2:08:37
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CITY OF SCOTTSDALE, ARIZONA

Analysis of Fire Services

4. FIRE AND EMERGENCY MEDICAL SERVICE EQUIPMENT AND

OWNERSHIP.

Tl.n's section should describe who owns the major assets associated
with fire and emergency medical service delivery in Scottsdale.

Ownership
Equipment/Facility Type Rural/Metro City of Scottsdale
Fire Station Structures and Now owns all stations.
Qutside Improvements
Fire Station Internal Own furnishings. Now owns all fixed appliances.
Furnishings :
Major Apparatus See exhibits on preceding See exhibits on preceding
pages. pages. )
Other Fire Vehicles Al sedans, small trucks, ete.
are owned by RM. '
On-Apparatus Equipment Owned by Rural/Metro. Owans hazardous materials and
(Hose, Tools, ete.) special ops equipment.
Communications Equipment
Consoles, Communications All owned by RM.
Center Equipment '
Transmitters/Repeaters All owned by RM.
Computer Aided Dispatch All owned by RM.
Hardware/Software -
QOther, as Appropriate All owned by RM.

5. FIRE PREVENTION PROGRAMS AND SERVICES.

The matrix that follows describes the scope and content of fire
prevention and related programs provided in/to Scottsdale by

Rural/Metro.

Program Component

Description

Plan Check and Review

Staff are assigned and work out of the Scottsdale development
Teview center and work side by side with City planning and

bqﬂding inspection staff,

Turnaround time targets as specified in the contract as previously

described.

All fee revenues paid directly to Scottsdale by applicants.

Prevention Inspections

As defined in the contract and previously described.

MAXIMUS

Attachment A-41




CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

Public Education

Provide a wide range of programs designed to increase public

awareness and pteparedness. Some example of the current or

recent programs implemented by the public education staff include:
* Fire safety

Home escape route planning

Water safety (anti-drowning)

Sprinklers

Smoke detectors

Safety clown shows

Fire / smoke trailer

Fire alarms at schools / institutions

MR '

S gt

MAXIMUS
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Summary of Activity by Year for Scottsdale, Arizona
Fire Prevention, Suppression and Other Activities

1999 - 2001
Activity 1999 2000 2001*
Incident Type
Residential Fire 239 284 247
Commercial Fire 362 308 288
Structure Fire N/C 0 0 0
Subtotal Structure Fire 601 592 535
Still Fire Assisgnments 604 595 619
Brush Fire 109 78 94
Subtotal Non-Structure Fire 713 1,161 713
, Total Fire Incidents 1,314 1,263 1,248
All EMS Response 12,260 11,729 13,505
Grade 1 Responses 1,358 635 343
Hazardous Materials 19 5 12
Airport Alert 32 34 26
SORT Incidents 8 29 10
Service Incidents 3,249 3,587 3,343
Rescue - Non-EMS 280 285 283
Cancelled In-Route 2,854 2,969 3,322
. TOTAL INCIDENTS 21,544 21,536 22,092
Water Flow¥**
Hydrants 700 4,053 8,712
Training Water 922,775 1,786,750| 2,613,600
Incident Water 407,815 572,070 461,549
TOTAL WATER USAGE 1,630,8901 2,471,773 8,699,461
Fire Prevention
Type of Occupancy

Group A T43 781 855
Group B 2,701 2,615 2,613
Group E 217 258 216
Group F 51 75 75
Group H 148 127 147
Group I 117 159 87
Group M 572 527 543
Group R 13,418 9,608 8,046
Group S 284 289 405
Group U 55 1,380 30
Total Inspection Stops 18,304 15,8149 13,017




Summary of Activity by Year for Scottsdale, Arizona
Fire Prevention, Suppression and Other Activities

1999 . 2001
Activity 1999 2000 2001*
Type of Inspection 0 ) 0
1Alarm 3,270 1,145 1,584
Construction 3,508 2,871 2,988
Hood 93 57 102
Lot 46 a1 45
Miscellaneous 452 334 486
Night 107 193 249
Spec, Hazard 272 168 189
Res. Sprinkler 26,398 6,682 5,865
Comm. Sprinkler 2,145 4,869 3,444
General ‘ 2,829 2,383 2,448
Safety Survey 3,604 3,915 5,124
Total Inspections 27.604 22,648 22,524
C/O's Issued
New Building 1,060 517 333
Tenant Improvements 613 197 159
Temp C/O 171 348 567|
Total Cert. Of Qccupancy 1,844 1,062 1,059
Miscellaneous Activities |
Hydrant 4,121 3,965 8a55!
Investigation 39 44 45
Inv/Interview 38 41 24
Inv/Reports 21 27] 30
Runs 85 47 33
AS Built Peps 210 169 69|
Citations lssued 23 10 18
Plans Reviewed 409 399 681
Permits Issued 395 609 762
Blood Pressures 1,213 1,049 1,485
Total Miscellaneous 6,554 6,360 11,802
Plan Review
Alarm Plans 709 862 1,101
Building Plans 1,378 1,887 1,908
D.R. Plans 1,305 1,357 1,422
Miscellaneous Plans 1,561 1,582 1,509
Res. Sprinkler Plans 1,984 2,125 2,362
Coram. Sprinkler Plans 1,503 1,287 1,092
Site Plans 1,861 3,032 3,885
Walk-in Plans 721 1,374 1,122)
Consultations' 16,430 18,396 16,827
Total Plan Review 27,452 31,872 31,728
TOTAL FIRE PREVENTION ACTIVITIES 81,75 77,761 80,130




Summary of Activity by Year for Scottsdale, Arizona
Fire Prevention, Suppression and Other Activities

1999 - 2001

Activity 1999 2000 2001*
Public Education Events** 0 0
Career/Fire Service 24 8
Community Fire/EMS 58 22
CPR Certified 231 180
First Aid 9 3
School Talks 79 71
EDITH 15 0
Juvenile Fire Setter 52 6
Station Tours 174 112
General Subtotals 642 158
Public Education Display 6 0
Standby Fire/EMS 161 53
Media Events 5 3
Birthday Parties 20 6
Special Events Subtotals 192 70
Residential Mailers 16,145 12,376
Clown Events 14 4
Block Watch . 7 4
Car Seats Installs ” 10 13

Total Miscellaneous 16,16 12,38

TOTAL PUBLIC EDUCATION EVENTS 17,00 12,612




‘seseyoand wLIofiun J0y ATfenuue (0§ @are0a. seadodwiy

‘Jels 10J ‘000°gE$ 10 SanoY g9F°e Jo ueq v uotup) o1} sepiacad Aurdwo)) ay],

"]fe? uo sanoy § Jod Led jo

INOY T S9AT839d T]] [9497] pPue ‘G74 10 Led Jo anoy T s9A10091 [T [0A9] ‘Aed jusurugisse

Aq pajesuadwod Lqpue)s wes], LVMS/LUOS SoAIenal JJejs [ [9A8] ‘[[BI-UC USYM

"}JIUS PO[NPaYIsUn ug I0J JI0M 0] ISqUIdUL
peis e s[eo Aueduwo)) sy ueym fed jo anoy [euorjippe ue Jo sysisuod Led jiodey
“vosxad

aod 0g¥$ Jo Juowifed WNUWIXEW B YJIM ‘UIga) Jeuonippe od 001$ pue ‘wigay Isay 9yl
10} 0G%$ Jo Surysisuos ‘siustwifed A[juoul [BUCIIIPPE 2AIS091 Sloquuawt ures} Lyjewadyg
‘ ‘saoquuott Ausdwiod Jo ajep AI8SI0AIUUB

9} U0 Inddo [[Im epeid Led jxXeu oY) 0} JULSWAIUBAPE ‘G007 ‘1 Anp Suiuuirdeq
. ‘oseaoul Ked g,Q°T 01} POAISOAL SE AT ‘TOAOMOI] 'S
N 93 sT INJ woy ucyowoad epedd 8 pastessr sotpaurered s poudisse s1ojysLg axryg
7003 Arenuep 10} pe[npayos st epeld Led/Lie(es 1Bjouy %G

Jo 9seaIOUl WINWIIXEW 95UBI puk soipawieded se poudlss®y S1oj3i] 911 0] 1dooxs
‘preoq a3 SS0I0E 9searoul ageMm 944Gy B panjiysut Auedwod ayy ‘1007 Anp jo sy

uoljesusduo))

‘Jjo Aepliy 1o Aepuoly Joyjo L1ess yiim ‘ATrep 0OLT 03 00L0

wiod ‘s3jeom g Jod sAep g Jo s1SISU0D JoomiI0m oY} ‘seafojdure yoom tod anoy QF 104
'SINOY ()9 07 $95VAIIIP YoamIIoMN

o) pue xeaf 1od sfep gg 0} osewerour sLeq A[[93L, ‘GO0Z ‘T ALenuep 2A11095H
"SIN0Y g9 Jo Jeomipiom afeiesr ue pur Ieek Jepusjes Jod

SKeq AT19Y,, 8% YIm senpeyss Yiys 4, pue .V, sejeredo Lueduio) sy ‘Apusiimn))

onpaps

UOIU(} YJIM 10RIIU0] OI1Oy [Ny




"polaad Areuoryeqoad 1oy/Si paje[duiod A[jnjssadons
sy seafojdwe oYy Suipracad ‘syjuow € 0} dn I0] pamo[[e SI 9ABI] [BUOSIOJ
"A3LIOIUSS UTRIUTEW PUE Juok T 0 dn X0J seFeMm 2A19091 94RO [BLIISNPU] U0 seaojduiny

"Aed Jnoypm pejuead st oava] AT

"Ly Lmp 10§ sfep og 03 dn pa1oaod axe sodem Jo L1v[eg

‘uoryenyis Jed pemo[je aie sAep ¢ ‘Aeme pessed

SEY Joquaw A[IWIEey 9)eIpowwil a50ym 0a£0[dWa UE 0} USAIS ST 9ABO] JUSTISARDIDY
‘owir} Jysrex)s Jo SInoy g jRUCTIIppR Uv

10J 3104 oym szaforduro Suled ‘xepuares sod sfep Leprjoy g sezrufooes Lueduroo oy,
"(sAvp

17) sAep g soA1e0a1 s1eaf (7 1040 pur {(SLep g7) sfep T poAIedal sawef (7 01 GI
‘(skep $T) sfep 4, soA1000a saeaf ()T 03 g ‘(SAep 6) SABp G pano[[e a4 51834 G 07 T ‘(sAep
G) shep g soa10001 18o4 T 0 syjUow g AweduwIod oy YIM PoyIom 2ABY OUM (Snpayos
Inoy (F pue) seafojduwre J1ys :zeuuewl JuiMo][0] oY} UI POPIBME SI OUIT} UOIJBIBA
"wezdoxd yorq Anq 913 10} S[qIS1]9 aq 0f SINOY ()g), JO WNUIIUTUI B ajenuInoIe Jsnur
seodordure ‘00z ‘T Atenuep DAII09JH "owir} uorjeorA J0 fed Joyye Ym T 03 g Je own}
oIS mm.:aauunw Aueduros oy} I9A9M0Y ‘SINOY Z/6 JO (€10} B 918[UINIOE UBD ssakojdury
‘(sanoy ()Z1) sanoy

GET SOAISIOX 901AIRS JO XuaL [ I0A0 PUR (SINOY ()R) SINOY (T 9AIeIad aBak | 03 SYJUOW
9 “(sInoy (F) s4noy g/, oaresad syjpuow g-( 10j Sunjiom (seafojdure snpatyss noy oF)
soafodure Yrys euuew JULMO[[O] 9Y] UI POYJO[e SI 9ARS] YIIS ‘T(0F ‘T Aienusp Jo sy

SUILY, 9B

‘aAowt o1} Jo sAep Qg UIy}im
uotjisod [enbe ue 1o snowsad oyy 03 winjes o3 9[qe ode Asy) ‘I9samoy ‘soafojdwe
pojowold 10 porrdjsued; 10 serrea uoneqoad jo yidue| ‘powxad Lep (f ® Joyw
uorpoe Lreuridiostp 8 eaeLid L[uo Lfew pue ‘1eef T 10§ uoryeqosd UO SUTBWISI SATY MU
vy "uonisod oty uo Surpuadep ‘zeaf T 0f syjuow g wody ofued spotiad AITBUOIIBGOL]

‘POI0M BSUII) JO]

Jueuxisnipe vFem A[IN0Y g6 [RUOIIIPPE UB SAIIAI SSBII/A[3] JO N0, SUL{IOM SUOSIO]
- -seafojdwe Jun Sururedaeq-uou

&q pajity oq 0} suoryisod j1un SurureSieq Jo g0g jo [210} A[TRp € I0] SMO[]R J0RIJI0D JY],

sjusWuISsy

uoru] )M JOBIJUO)) OI)OJA[ [N




SAep /7 sdep g1 [ axoul 10 sie0h ()7
SABD €7 SAep 11 SI89A ()7, 09 Q1
sAEp gT sAep ¢ s1e9A GT 03 01
sfep $§ SARp J sagad g1 01 ¢
SAep ¢ SAEp G saeod g 03 1
Jeak
skepg| | sdep g 1 o1 syjuowt 9
o[npayog anpayag
anoy oy ¥us
sanoy (g1 sanoy Zg1 IB9A T I9AQ)
agad
saN0Y (8 sanoy OgT 1 03 syjuoux 9
SINOT Oy 8.Imoy 7/, SYUOUL 9-{)
o[npayoy o[npayog
anoy gy 8IS

auILy, WOTJEIBA

OUELY, 3G

‘'soodojdure 10J ofqe[rese SI

"%SL St D PUE %06 S g ‘%001 ST V Ue J0J Jusliasinquiiey
A[renuue (00z$ 01 dn juswesinquEdl UOINN],
"@IIAISS JO SIBOA (¢ J0] OZLFS PuUe 091°%$ Jo yuswifed
WNWIXEW € YJm sieak g Juipeaoxe pasjiom teaf Jod (6§ @A siaquaw fuedwo)

“Auedwio) Yy ySnoayy Jyejs o7 o[qeiieae axe wiwidoid souejsisse safojdwis ue
SE [[om Se ‘@oueansul 9if wiel-dnoxd pue ‘ANiqesTp wIe)-Suo] ‘UOTSIA ‘[BIULP ‘UI[eof]

syyjouag

UOTU() Y1IM JORIIU0)) OIOIA [eXNy



ATTACHMENT B
RESULTS OF THE CITIZEN SURVEY



CITY OF SCOTTSDALE, ARIZONA
Analysis of Fire Services

ATTACHMENT B

RESULTS OF THE CITIZEN SURVEY
Scottsdale, Arizona

1. INTRODUCTION

MAXIMUS distributed 500 surveys to a sample of those who had received
services within the past six months. This survey was intended to solicit _feedback
from the community'to understand the perception of the services provided by Rural
/ Metro. Even though this project is focused on the delivery of fire services (under
the fire service contract between the City and Rural / Metro) the respondents were
asked about both fire and EMS services they received (since the EMS makes up

such a large percentage of the service requests).

9. RESPONSE RATE AND RESPONDENT CHARACTERISTICS

This section provides a brief summary of the response rate and a Jescription

of those persons who responded to the survey.

(1) The Response Rate to the Survev Was Relatively High
Considering the Unsolicited Nature of the Survey.

The project team distributed a total of 500 surveys to those who had been |

service recipients within the past six months. The address data was obtained from
Rural / Metro’s records and included only name and address information. As a
precaution, the project team also requested that no person under the age of 18 be
included in the database. The points, below, provide a summary of the response

rate:

. Rural / Metro provided MAXIMUS with several thousand names and
related addresses. The project team then randomly sampled these
data until a group of 500 were selected.

e e Attachment B-1
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. Surveys were then mailed to the service recipients with an
accompanying business reply envelope.

. Of tl_lese, 73 were retuned to the project team’s office by the Postal
Service as addressee unknown (or for other similar reasons),

) Of those that were successfully delivered, MAXIMUS received a total
of 67 completed responses.

. Discounting the 73 that could not be delivered, the total response rate
was 15.7%

This response rate is relatively good considering the fact that this was an
unsolicited survey and that many respondents did not know (nor have any personal
vested interest in) the survey or the study itself. A response rate of more than 10%
to such a survey is quite positive.

'(2) The Majority of Respondents Had Contact with EMS for
Medical Calls.

The table below summarizes survey responses by type of call. More than 76%
of survey respondents: requested service for a medical call. The next largest group
only accounted for 10% or respondents requesting service for a car accident.‘ Fires
by each type (structure, car, and ‘other’) accounted for 4% each — 12% total.
Statistics from the overall group shéuld be interpreted with this in mind.

Type of Service Requested

Rating Response |Percentage

Structure fire 3 4%

Car fire 3 4%
Grass fire -- --
Other fire 3 4%
Medical call 52 76%
Car accident -7 10%
{Other assist - --
Total 68 100%

Additionally, 94% of respondents initiated a request for service by making a

911 telephone call (it might be assumed that the others were also initiated in this

Attachment B-2
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manner but that others initiated the call for them). The following section provides
specific analysis of customer responses. °
3. RESPONSES TO THE SURVEY WERE POSITIVE.

Respondents were asked a series of questions to evaluate their perceptions
and direct experiences with fire and emergency medical services in the City of
Scottsdale from Rural/Metro. The responses to these questions were quite positive
— with greater than 90% giving the most positive rating for each of the six

questions. Analysis of these questions is found below.

(1) Almost All Respondents (66 of 67) Rated Their Overall
Satisfaction with Rural/Metro’s Handling of Their Service
Request as Very Satisfied’.

The high degree of satisfaction reported by respondents is commendable. The
one respondent that did not indicate ‘very satisfied’ chose the next positivg “rating of
‘generally satisfied.’ . d

Respondents were asked to rate their overall satisfaction from :;. range of
‘very satisfied’ to ‘very dissatisfied’ (there was also a ‘neither’ rating). One survey
question asked for a rating of courtesy exhibited by the responding unit — with a
rating of ‘very courteous’ to ‘very discourteous.” Additionally, one question asked for
a ‘yes’ or ‘no’ response.

A summary of 'the' results from the service delivery questions is provided in

the following paragraphs:

. The majority (91%) of respondents ranked their satisfaction with the
dispatcher’s handling of their call as ‘very satisfied.” An additional 8%
indicated the second positive rating of ‘generally satisfied.”

. All respondents gave a positive rating -— very satisfied or generally
satisfied —regarding the amount of time for a unit to arrive (see a
more detailed summary of a related question in the following

sub-section).
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. Almost all respor}dents {66 of 67) rated the degree of courtesy exhibited
by the responding unit(s) as ‘very courteous.’ One respondent
indicated the second positive rating of ‘generally courteous.’

. All respondents indicated that firefighter(s) exhibited professionalism
during their time on the scene. '

. From the responses, 97% were ‘very satisfied’ with the actions taken by
the firefighter(s) to resolve the situation that prompted the service call,

As the above analysis indicates, the perceptioﬁs and experiences of the
responding Rural/Metro customers regarding service delivery are
extremely positive. .

(2) The Average Reported Wait Time for Service Was Perceived to
Be Eight Minutes. :

The survey asked customers to give an estimate of the amount of time from

requesting service to a unit arriving. The average and median were approximafely
eight minutes. The table below summarizes re’sponses irito three categories of time
— none of responses were greater than 15 minutes.

Summary of Indicafed-Response-Times

Indicated Time [Response |Percentage|
1 to 5 Minutes 23 43%

6 to 10 Minutes 24 45%

11 to 15 Minutes 6 11%
Total 53 100%

It was not possible, given the nature of the random sample, to determine
whether these perceptions matched the actual service provided by Rural / Metro
(since we had no was of linking the call data to the respondent). The following

subsection summarizes the written comments made by respondents.

(3) Most Written Comments Provided by Respondents Were
Positive and Praised the Quality of Service Received.

Survey respondents were asked to make any additional comments that they

would like to bring to the attention of the study team. Forty (or 59%) respondents

provided some written response. Specific responses were not included in this

MAXIMUS ‘ Attachment B-4
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document to protect the confidentiality of the respondent. Comments have been

summarized into the categories found below:

Praise for Services - Twenty-nine respondents praised the fire and
EMS staff for the quality of services received. Many of these responses
were in the form of personal testimonials describing their experiences
and how the ‘quality of service affected them in a positive manner.
These comments noted the courteous actions of responding personnel,
the explanation of treatment provided, and the calming assistance
provided to both the injured party and their families. Several
respondents also praised the Rural / Metro staff for spending time with

them in the emergency room until a doctor arrived, or visiting them at

a later time to “see how they were doing.”

Quick Arrival Time — The quick arrival time of Rural / Metro units
was noted by ten respondents. Several respondents noted that the
quick response time was critical to the success of their treatment.

Long Arrival Time — Two respondents noted that there was a long
time between their requests for service and arrival of a unit.

Price — Comments regarding the perceived high cost of service
provided by Rural/Metro was made by two regpondents. It was unclear
whether these persons were responding to the cost of EMS care or to
some subscription service arrangement they have with Rural / Metro.

These written responses, like the reactions to the formal questions of the

survey, were quite positive. The project team views these written responses as

verifying the results of the questions posed to each respondent in the survey.

AL ANTTRETTO
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